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GENERAL

Purpose and Objective

This Service Level Agreement (SLA) has been jointly created by The
Department of Military and Velerans Affairs {DMVA) and the Department of
Information Technology (DIT} to detail the conditions and expectations of

our two organizations regarding the delivery of informaticn technology
senvices.

We believe this SLA will help us express our expectations of each other,
manage our respective workloads, communicate more effectively and
quickly resolve any service problems that may arise. This document can be
viewed as a building block that will contribute to a long-term relationship.
Accordingly, no changes will be made o this document without the written

agreement of both organizations. This document will remain in effect until
explicitly replaced or terminated.

All current Service Level Agreeements (SLA’s) and Memorandum's of

LUndarsfanding {MOLUs) will be superceded hy this signed document, unless
they are specifically referenced in this SLA.

Scope

DIT will provide the following services at all DMVA locations. These
services include application develocpmeni and maintenance, helpdesk
services, voice, deskiop and field services, computing services, data and
network connectivity services, disaster recovery and business resumption
services, information technology and consulting services, IT procurement
and IT contract management. The following services are not provided by
DIT and therefore are not part of this agresment; Cefl Phones, Pages,

PDA's, Telecommunications Support for Facilities and Training Sites
that house National Guard Troops.
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3.0 Roles and Responsibilities

DIT shall:

« Be responsible for providing the resources and skills to deliver the
agreed-io servicas identified in the SLA.

« Communicate the methodology for pricing and the process for

collecting fees and payments, to inciude detailed billing
staternents.

= Qrganize, facilitate and atiend meetings in order to meet service
objectives and business demands.

»  Commit to teamwork and conflict resolution.

« Ensure the needs and concerns of DIT and the Agency are
reprasented.

prserhgensy-NamelDMVA shall:

* Asszign an individual as the Department SLA Manager.

« Commit to teamwork and conflict resolution.

« Communicate all issues and problems to DIT following the problem
management and escalation procedures outlined in this document.

« Communicate with DIT__jn writirg, 1o ensure that DIT is
adequately informed about {nser-AgencyNameDMVA] needs,
requirements  and husiness directions. The Agency must
communicate with DIT immediately if there are changes in program
direction. New initiatives must be communicated to DIT so that
adequate preparation and procurement fime is available o
implement new or enhanced services.

* Include appropriate DIT Information Cfficer (I0) in IT strategic
planning activities.

Hasert-Agency NameBMVA] Cwrership of {insertAgency Name]DMVA Data

Hrsef-Agerey-Nome]DMVA Daia is and will remain the property of e {insernt
AgensyName]DMVYA. The DIT in delivering informalion technoiogy services s
aeling as the custedian of {Insed Agency-NemelDMVA data. The data owner,
ie. Haser—fwgenrcy NamelDMVA s responsible for communicating  daia
reguirements lo the BIT, £.9. access nghis, oriticality, ale. The-DHT will establish
and maintain environmental, safety and facilily procedures. data security
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proecedures and other safeguards against the desiruction, ioss, or alteration of
HasertAgensy NameDMVAL Data in the possession of the DIT which are no less [

rigorous than those maintaingd by the DIT for is own information of a similar
nature.

Eesponsibitity for Application and Geneara! Controls

Application Controls apply o individuat computer application systems and may
inclede such contrals as data origin, input conirols, processing controds, output
controls, application aceszss controls, application iniedaces. audit trail controls,
and application documentation.  Application Controls consist of mechanisms in
place over each separate application {computer system) that helps o ensure
authorized data is processed completely, accurately, and reliably. [Insert Agency
MamelDMVA Is and will remain responsible for ensuring application controis are
in place and functioning progerty within their organization.

GCeneral conirois provide the business and [T functions with a3 set of
encompassing controls that arc shared by several agencies/departments or
information system functional units, or support undedying functions that one or
more appliications rely on. General contrals commoenly inciude controis over data
center oporations, system software (not application software}. acguisition and
maintenance, physical security, O3 {Operating System) level security, appiication
systems development maintenance, and oversli IT Department administration.
These controls apply to ali systems, e g. mainframe, mini-computer, and end-

user computing environments. DIT is and will remain responsible for general
controls.

Security

Hrsed—bgencsy—hama]DIT and  Haser—Agoney—NameDMVAT persannel are |
resnonsible for complying with DT T security policies.

4.0 Contact Information:

The Information Officer will be ihe primary representaiive from DIT
managing and ensuring service delivery as identified in the SLA.

Brasert—MName—phone—loeation—email —address—of —ihe— information
OfficedGary Blair, Information Cfficer, Public Protection

517-336-6473, 714 S Harrison Rd., East Lansing Ml 48823
Ylairg@michigan.gov

Hasert—DepardmentSEAMamegerdCOL Daniel M. Rodeck has been 1
identified as the Department's SLA Manager and will ba the primary
representative for Based-faency-NamalDMVA |
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Customer Service Center {phenes-otexxxx, emaibabedi517-241-8700 or
1-800-968-2644

The DIT Custormer Service Center is available 7:30 am — 5:00 pm Monday
through Friday. This Customer Service Center is the point of contact for
fasertAgeney Mame]DMVA service requests and problems.

SLA Problem Management and Escalation

it is anticipated that the services provided by DIT will be acceptable to the
Bepartment. In the event that the Department is dissatisfied wilh the
services provided, the Deparment SLA manager should contact the DIT
1. The 10 will resolve the issue to the Deparment's satisfaction, wiihin
time limils established at the initiation of the escalation of the issue. - If a
mutual resolution can not be reached, the issue will be elevated to the
Director of the Deparlment of Information Technolagy.

SLA Document Change Process

Changes to this agreement may be negofiated based on changing
business or service needs or significant wvariances from service
commitments. Requests can be submitied, in writing, fo the 10 or the
Department’s SLA Manager, and they will negoliate the changes. The
changes must be agreed to by the Direciors, or their designees, of both
arganizations. _ Requested changes shoukd be dealt with in a timely
manner. Depending on the degree of difficully, changes will be addressed
within 30 days of receipt by the Q.

Maintenance and Distribution of the Agreement

The 10 is responsible for maintaining this Agreement and ensuring that
changes have been incorporated when appropriaie prior to distributions of
new varsions.

Distribution of copies within $reHasesd-Agerey-NamelDMYA organization
is the responsibility of the Department SLA Manager.

Billing and Invoicing

The DIT services charges will be based on actual costs, which are
deemed fully allowable and appropriaiely assigned or allocated to
respective DIT services as required by OMB Circular A-87. DIT is in a
transition period. As a service provider to State of Michigan agencies, the
ultimate directicn is to move to a fully-rated cost recovery model. Noted



below are cost treaiments and charge-back methodologies for DIT
services for FY 2003.

Invoices must be paid within 30 days of receipt. If an item is disputed the
remaining invoice amount must be paid in full within 30 days of receipt.

{insert Agency-NameiDMVA must notify Corey Sparks of disputed items |
within 10 days of receipt of invoice.

DIT Cost & Cost Recovery Treatments FY 2003

Direct Charges: Fhe{issedAgeneyMamelDMVA will be charged far
costs directly associated with the delivery of Information Technology (1T}
services, Examples include: direct agency assigned staff and agency
specific IT procurement.  In some instances there are staff whao are
working for multinle agencies in a non-rated service. Program managers
will provide work distributions based on time reporting data for staff in
these roles. Staffing costs will be charged to the—{lnserd Agency
HameDMVA] based on disiribution percenlages. DIT will continue to
maintain time statistics. Time statistics will be distributed to each Agency
on a monthly basis, or as agreed upon by the Agency and DIT.

Where dedicated sioff is assigned, DIT Management will communicate
with DIMVA Management schedife chanass and vacation schedules for
associafed employees.

Program Administration {PA). Program Administration {which includes
divisional, sectional and team administration) expenditures are costs
incurred by program management in the delivery of IT services. An
example of such cost is the Director of Agency Services. Costs incurred
by the Director of Agency Services will be allocated to the {Insert Agency
MameiDMVA as a function of Agency Services' direct salaries charged by

Agency. PA will be allocated 1o the first-line staff through step-down
allocations based on salary dollars.

Rated Services: The [insed-Agensy—Name]DMVA will continue to be |
charged for rated services such as Telecommunicalion data and voice
networks, Data Center Services, Project Management and Center for
Geographic Information Services, etc. Rated services are charged based
on usage for the specific service per published rate schedules.

Desktop Services: Deskiop Services costs will ulimately be recovered
through a rated structure. Initially, however desktop costs will be allocated

to the—Hrser—Agenrey-Name]DMVA based on relative percentage of |
deskiops.
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Desktop Services % Agency Deskiop Count = Agency Charge
Total Costs Total Desktop Count

Where required, Remedy statistics may be used to aid the DIT in further
distribution of deskiop costs. (Naote: Specific desktop purchases will be
charged direcily to the-Hasesg-Ageney NamellMYA and not allocated. )

Distributed Processing {DP). Disiributed Processing services (local
networks, servers, email, mainframs operations productions support, etc.)
will be charged to the-[ncsed Agoney MamelDMVA based on direct
assignment of staff. DP program administration will be allocated to first-
line workers via step-down funciion based on salary dallars.

Enterprise Portal Costs: Enterprise Portal costs will be allocated 1o the

finsert Agency NamelDMVA based on a weighted-average of content
pages and page views for intemet costs.

Rent: DIT recognizes that there may be instances during transition where
DIT staff who are servicing muliiple agengies may be housed with an area
that heretofore had been dedicated to a single agency. DIT will
recommend a method for equitable allocation and “true-up” of these costs
for reatment beginning with the FY04 billing cycle.

Annual Reconciliation: DIT will conduct an annual reconciliation of
charges, or “true-up.” This will involve a comparison of billed charges to
the actual costs of providing those services. DIT may elect to refund any
difference to customers through a final adjustment to billings. Howsver, il
differences are within reasonable levels, they may be carried forward as

adjuslments 1o future year's charges or rates as provided in OMB Circular
A-B7.

Meetings: DIT financial siaff, in coordination with the-hsed—-Agenoy
NamelDMVA's  Information Officer, will meet on a regular basis with
insert Ageney Name]DWMYVA staff to review DIT invoices {invoices typically
presented on a monthly basis) and identify and resclve any billing
adjustmaents, omissions and related issues that may bo identified.

Spending Plan: DIT financial staff will prepare and distribute a spending
plan each month that annualizes expenditures, year-to-date, againsi the
Agency Inter Departmental Grant_ {IDG). DIT financial staff, in
coordination with the {irserd Agency-Mame]DMYA's 10, will meet on a

plan, identify funding shortages, and jointty prepare an action plan to
spend within available resources.

Audit Clause
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As part of this SLA, thefinsert-Agerey Name]DMVA and DIT agree to this |
audit clause which provides that financial records, documents, data,
accounting procedures and practices, programs, projects, information
systems, or any other items of the service provided, deemed relevant to
the SLA by PEnasertAgercy—Nemel]DMVYA and DIT, are subject to
examination by the appropriate Hmsert Aogency NamelDWMVA and DIT
representatives. ThefnsaedAgersy-Mame]DMVA and DIT will, and will
cause its subcontraciors and suppliers to, provide to the-finseffaeney
NamelDMVYA and DIT (and intermal and external audiiors, inspectors,

regulators and ofher representatives that the {insert Agoney-bamelDMVA
and DIT may designate from time to time} access at reasonable hours to
the-Hrsert Agency NamelDMVA and DIT personnel, 1o the facililies at or
from which services are then being provided and to thefinsed Agersy

extent relevant to the services and frser—Agency NamelDMVA DIT's
obligation. Such access will be provided for the purpose of performing
audits and inspections. TheHasortAgereyName]DMVA and DIT will |
provide any reasonable assistance requested by either party or their

designee in conducting any such audit, including installing and operating
audit software.

Following an audit, the [nsert AgeneyMNamelBMVA and DIT will conduct
an exit conference with [insed—AgeneyMamelDMVA and DIT
representatives. Fhe-finsert Agency-NamelDMVA and DIT will meet to
review each audit report promptly after the issuance thereof ang the
writing within thirty {30) days from receipt of such report, unless a shorter
response time is specified in such report. The—Hesed--Agency
MamelDMVA and DIT will develop and agree upon an action plan to
promptly address and resoclve any deficiencies, concerns, andfor
recommendations in such audit repot and the—[nserAgeney
hameiDMVA and DIT will undertake remedial action in accordance with
such action plan and the dates specified therein.

Alb perschpel exdernat o DMVA will be reguired fo foliow established
DMVA policies.  DIT Supervision is encouraged to visit each facility o
acquaint themseb/aes with the business processas of DMVA.

10.0 Service Reviews

Quarterly {or as needed) reviews will be conducted with the Department’s
SLA Manager to assess service effectivenass, address service problems,
and evaluate service delivery in light of business needs and availabie

resources, Parficular attention will be paid o notable deviations from
commitments.
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As a basis for the review, the 10 and Department SLA Manager will
collaborate in collecting, analyzing and reporting service data associated
with the SLA. A report,_written by BIT, describing project statuses,
issues addressed, decisions made and actions taken will be published
within five {5} days of the review meeting.

This review will also include advice from DIT an technology options that
have become available thai could improve the averall level of service. This

review will also serve as an opportunity to identify improvements in
performance.

AGENCY SUPPORT SERVICES

Mew Systems Development

Mew system development is work that leads to the creaiion of new
systems/applications. Application development requests will be submitted
through the process developed by the fasertAgency-MamelDMVA and
the 10. Agency responsibilities will minimally include:

Development of the Project Feasibility {See Attachment A) document,
which shall descrnibe the genegral busingss problem being solved. This
document must include Agency autharized signatures and funding source.
Prior to proceeding with the proiect, the Agency shall be responsible for
developing the project charter, with assistance from DIT. This document
must identify:

# Project scope. (Attachmeant B)
» OIT arnd Agency Roles and responsibilities. {Atlachment C)
» Project management and project ownership.

Where DIT resource {(staffing} conflicts exist, theAgereyDMVA must re-
pricritize current projects and current maintenance eflors 1o
accommodate new system development.

Application Maintenance and Suppart

Enhancement and maintenance requests wili be submitted through the
nrocess developed by the [Insert Agency Name} and the 10, Application
maintenance and support includes the following:

Enhancement =ub-divided as follpws:

= Major Enhancement: involves significant new reguirements, but
does not alter the overall makeup of an ¢xisting solution. This may



entail adding, changing or deleting functions for the existing
solution. Major enhancements will usually cause an impact to the
business, organization or architecture and may require significant
cost, efiort, and time to complete. Examples may inciude migration
io a new application platform, adding new interfaces, or re-
designing a database.

= Minor Enhancements: involves adding new requirements against
an existing solution, but have minimal impact on the business,
organization, or architecture. Examples may include updates o
data tables, updating a field on an HTML view, or updating a
module that was originally changed via an emergency fix.

Maintenance sub-divided as follows:

= Corrective Maintenance: includes work that is initially spawned by
a problem incident report and is generally referred to as a "fix."
Involves changes made to application code in support of new ar
changed system scftware. Cost and efiort are relatively low. This

wark may be initialed to provide a complete fix after an emergency
fix was performed.

= Emergency Fix: defined as the accurrence of a prablem that must
be addressed immediately, such as the disruption of a system or

application.

Urgent - life and death situations.

High — public impact, significantly impacts a large
number of users, or inability to meet deadlines
for statutory payments.

Medium —  all other situaiions that have impact on users.

= Perective Maintenance: involves work that is initiaied in order to
avert foresceable problems, improve perormance, quality,
reliability, efficicncy, usability, or maintainability of an installed
solution. An example may be performance tuning.

DIT will be responsible for on-going system maintenance, unless
atherwise cutsourced to a vendor, for the duration of this agreement.
Should system rmaintenance obligations impact the delivery of new
systems, or resources not available within the existing staffing structure,
the- AgensyDMVA will be responsible for prioritizing maintenance efforts.

Support: Work related to the production application such as end user
assistance, routine tasks or monitoring of the production applicalion. Exampies
may include on-call supperi, adding or changing user actess to Lhe application,
production scheduling, and responding to end user guestions or emails.
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C. CRITICAL APPLICATICNS

The following applications are considered chtical to the agency, and
delailed service leve! agreements are included in Appendix A:

Accubax

QS

SHate Veferans Program

Gerivienu
. Tracey Time

Member Program

Marguette:

. _Acuity
. Census

Appointmenis

Finance

Kitchen Menus

Infection Control

Medicat Labs

Medicars
e Pharmacy
e Repors and Forms

TimeClock

fALH

Q51

D. DISTRIBUTED PROCESSING OPERATIONS
1.0 Overview

The Distributed Processing Operations {DPO} Division within the DIT is
responsible for the planning, design, engineering and ocperations of all local area
networks for the State of Michigan. DPO alsc offers server and application
hosting services, e-mail service, file and print services, operating system support,
mairtenance support, software and hardware technology refreshment services in
a varisty of different facilities in a dislributed environment.




BPO services are typically provided on a 5 X 12 basis; however, the Agency has
the aption to exlend coverage via an on-cali service.

DPO also offers rmainframe job scheduling, operations and data entry services.

2.0

3.0

DPO Services

DPO provides the following types of services to Agencies:

Action

Server Monitoring and Corrective | Change Gontrol

Performance Tuning _ Softwars Version Control

Facilities Managemsnl " Netwark Management |
Server Procurement Job Scheduling/Execution
| Server Software Installation Maintcnance Agreements (SW & HWY)
| AssefConfiguration Management | Server { HW Capacity Flanning
Server Installation/Setup i Service Request Management
Server BackupiRecovery Software Probiem Managemenl/Patch
C Process
Server Documentation - Print Services _
Server Security Operations
) MetricsfUtilization Reporiing
User Profile Management ~ * Application Server Suppart
Performance Tuning i Scrver Software Distribution

Adcticn

Server Monitonng and Corrective

schedules of upgrades and cutages will be given 1o DMVA at least one

week orior to work being done.

DPO Monthly Costs

DPO charges for FY03 are cosls direclly associated with the delivery of
the services listed above. These charges include three types of costs:
Payroll, Program Administration, and Support Cosis.

Payroll consists of actual payroll charges for the pay periods
ending during the invoice month. DPO staif is charged to an

agency as dedicaled to the agency, allocated to the agency, or
based on a time distribution.

Dedicated: Costs of DPO employees working full-fime for a
single agency. Where dedicated staff is assigned. DIT
Managemeant will cormmunicate  with  DAMVA Manasgement
sohedute changes and vacation schedules for associaied
employeess. YT Supervision is encouraged fo visit each DMVA
faciiity to aoquaint ihermselves with the business processes.




+ Allocated: Costs of supervisors and managers are allocated

based on salary costs of employees in their reporting
organization.

« Time Distribution: Some DPO employees provide services to
multiple agencies. For these employees, their cosis are
distnbuted as a percentage or time worked for sach agency.

+ Program Administration (PA) expenditures are costs incurred
by program management in the delivery of DRQ services. An
example of such cost is the Director of Distributed Processing
Operations. Costs incurred by the Director of Distributed
Frocessing Operations are allocated to agencies as a function
of Agency Services’ direct salarics.

« Support costs are expenditures such as travel, telephones,

pagers, copicr rental, office supplies, and other C55&M related
to the staff in the DPO organization.

E. IT PROCUREMENT

1.0 Overview

Contract & Procurement Services provides agency-specific and enlerprise-wide
procurement and contract management services for IT commodities and
services. MAIN praocessing activities, wvendor interaction, and Siate

approvalfreporting reguirements are handled by DIT Contraci & Procurement
Services.

2.0 Contract Management Services

DIT Contract Management Services is responsible for processing all IT related
conlractual service requests, and ensures that the services provided meet

contract specifications.  In serving these 1T needs, DIT Contract Management
Services include the following:

= Assist Agency in developing, renewing, and re-bundling T contracts.

= Work with Agency and project managers in identifying IT needs and
developing statements of work.

=  Copordinate with DMB 1o determine most appropriale contract vehicle to
oblain services.
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= Develop contract language for Request for Proposal, Invitation to Bid,
and Sole Source coniracts.

« Work with Agency procurement and personnsl staff to obtain
Cepartment of Civil Service approval, via C5-138, if needed.

= Participate in pre-bid meetings, cral presentations, and joint evaluation
commitiee process and vendaor selection.

* Review contractor's detailed work plan to ensure it will result in
meeting the cbjectives and tasks stated in the contract,

= Act as liaison between Agency and Contractor in order io mutual
urderstanding of the respective roles and responsibiiities of the
contractor and the Agency.

= Prepare contract porliclio and status reports to share with
management staff regarding contract management and activity.

=  Monitor contracts with existing vendors and make recommendalions
on extensions and renewals using uniform analysis.

=  Manage contract change requests.

=  Monitor financial data for each contract o ensure that contract is on
budgst.

= Monitor all contract activity to ensure compliance with contractual
obligations and DIT strategic direction.

» Leverage resources and create cost savings by establishing contracts
using a best-practice, best-price, and best-value mindset.

= Promote proaclive management of the IT contract portfolio through
valued partnership and fosler an enierprise-wide perspective.

= Coordinate funding approvals.

= Adhere to Executive Directives/Executive Orders, DIT and Agency-
specific requirements in processing | T contractual service requests.

* Process approved agency contractual service requests in a timely and
afficient mannar.

Procurement Services

DIT Procurement Services covers the purchase of all non-delegated (T
commedities and services for Slate agencies. (Second paragraph moved)

The DIT Procurement Services Section perdorms all MAIN-related
functions for |T procurements. These include requisitions, purchase



orders, change orders, receivers, and cancellations. DIT Procurement
Services will issue Agency-specific procurement reguisitions in a
designated MAIN ADPICS degpartment number and route those
documents for view and approval by the Agency, based on approval path
information provided by the Agency. DIT Procurement Services will notify
end users of requast status throughout the procurement.

In serving the IT procurement needs of the Agency, DIT Procurement
Setrvices will:

= Adhere to Agency-specified approval requirements for IT purchases;

= Provide a variely of methods for Agencies o request the purchase of

desktop commodities, including telephone requests, e-mail, fax, 1D-mail
requests;

= Process approved Agency procurement requests through appropriate DIT
approvers in a timely and efficient manner;

= Check published an-hand stock status for items that can be redeployed
free of charge before procuring new items using Agency funds;

= Frocure commodilies that mest published enterprise standards;

= Use a variely of grocurement methods, inciuding the MAIN system and

procurement cards, to purchase items at the most favorable cost and
value;

= Notify the Agency of procurement request status;

= [f requested, use Agency-specific coding in selacted fields of MAIN coding
blocks 1o assist the Agency in recanciling its monthiy invoice;

« Establish and maintain a MAIN ADPICS department approval path to
route Agency-specific purchases for approval and viewing by Agency staff;

» Work with the Depot to perform the receiving function for commodity
purchases;

« Adhere to 5State Executive Directives and instructionat memoranda
regarding the approval, processing, and reporting of IT commedities,

« Expediie orders as quickly as administratively possible for urgent Agency
reguests;



« Coordinate procurement efforts with those of DIT Infrastructure Services,
Agency Services, and Administrative Services to streamline receipt,
delivery, and billing for commodities;

« Provide procurement contact names and instructional media to Agency
staff regarding DIT procurement methods. i requested, meet with and
train Agency stzff on DIT procurement processes;

+ Work cooperatively with DIT Infrastructure Services to maintain warranty

and maintenance agreements for software and hardware serving the
Agency,;

s+ Sirive io lower Agency costs for licensing and mainienance purchases by
combining procurements for volume discounts;

s Process assigned invoices in a timely manner and work proactively with

DMB Accounts Payable staff to ensure timely, accurate payment of vendor
INvoIces.

The Agency will be responsible to:

+ Enter Account Code {AC3) information inlo requisilions in the approval
path, if the Agency chooses to request AC3 coding for its |T purchases;

« For IT desktop commodity purchases, supply information identifying the
end user's name, phone number, and physical location to assist In
notification, delivery, installation, and inventory tracking;

« Provide Agency-specilic ADPICS department number and level number
for inclusion in the DIT approval path;

= Provide DIT Procurement with current information on Agency-designated
sighatories and approvers for DIT0015 (Procurement Reguest}
documents and Client Service Center Procurement reguests;

» Indicate whether funding for gach procurcment request is included in the
1DG;

= Comply with the requirements of the End User Computing freeze on
desktop commodities by providing a business case for any desktop
commodity request that includes some portion of general fund monies.

Charges o the Agency for Procurement Staff will be based on the percentage of
transactions processed for the Agency by its designated procurement liaison{s)



and related percentage of the supervisor and overhead costs. Remedy statistics
may be used to calculate number of transaclions pracessed for the Agency.

F. SECURITY SERVICES

1.0  Security Services Overview

Security Services cover the developmeant, maintenance, implementation, and

enforcement of security-related policies and procedures for State Government T
resouUrces.

It also includes incident managemeant, monitoring, and interaction with non-State
of Michigan security entities io insure that the State's IT infrastructure 1s safe
from eniities oltside State Government as well as within State Government.

20 Scope

= Developmen of security-related policy and procedures.

+ Copordination, implementation, and enforcement of all relaied security
policies.

« Monitoring of secunty processes.

3.0 Security Services

Security Awareness and Assessment

Essential Base Services:

Development of Security Guidelines and Standards

1. Development of guidelines and standards to mest state and federal
security obligations and needs.

2. Copordination of DIT Security agreemsnt processes with agencies.
3. Provide security-related tools, such as training maienal, otc.

4, Research new security technologies and make recommendations for new
processes.

Premium Services:



1. Coordination of Security with agencies, including awareness promaotion:
Work with agencies to promote security awarenass.

2. Enterprise Risk Assessment: Conduct enierprise-wide Rapid Risk
Assessment.

3. Assessment & Management of Application Risk:

A Assessment of applicalion risk: Assist agencies in evaluating
degree of security-related risk.

B. Development of mitigation plans: Provide assistance to
customers toward development of mitigation plans to addrass
identified risks.

Passive Monitoring of 1T Security Environment

Essential Base Service:

Monitoring of State Firgwalls

1. Provide oversight responsibility far the security of the State's
infrastructure.

2. Provide final approval on firewall rule changes in accordance with State
Standards and guidelines.

Provide Soourity Alert Services

1. Monitor, evaluale and publish industry security events and vulnerahilities
to Agencies.

2. Provide network intrusion detection.

3. Monitor security breaches and provide information te agencies as
warranted.

Hardware Security Scanning Services

1. Coordinate scanning of systems within SOM for passible vulnerahilities.
2. Provide recommendations to resolve known vulngrabilitics.

Yirus Prolection

0



1. Coordination of virus protection, detection and suppression at tha PC,
server and netwark level,

General Security Monitoring

1. Provide reports to agencies on securnty violations as well as policy
infractions.

2. Provide IDS services on DIT supported platforms.

3. Coordinating application of federal secunty programs, such as
Homeland Secunty {focused on "ali threats” approach).

Active Monitoring of IT Security Environment

Essential Base Service:

Perdorm 1T Risk Assessment Services

1. Peform risk asscssment of DIT infrastructure facilities in accordance
with State policy and standards.

2. Perform on-demand rsk assessment service, as needed wilhin DIT for
new or changing infrastructure facilities.

3. Document risk assessments for management review and response.
Audits of Access Privileges

1. Audit access codes and usage on platforms within DIT based on
Security policies and standards.

2. Provide information for coordination with custormers an customer accass
rights and privileges.

3. Assist  customers with  agency  audits  relating 1o IT

platormsfapplications. This assistance may involve [RS audits, Auditor
General Audits, etc.

Premium Services:

1. Ethical Hacking - Conduct ethical hacking against DIT platform
resources 10 assist in determining level of nsk for intrusion, firewall
proteclion and make recommendations on remediation strategies.
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2. User Monitoring - On-demand monitoring of users. In  specific
circumstances, it may be necessary to monitor specific users to address
suspected illicit or fraudulent use of IT resources.

3. Health Information Portability Proiection Act {HIPPA) - Ensure
compliance with MIPPA regulations.

accreditation and cerdification of computer systems.

5. Formal Security Training / Awareness.

6. Homeland Security Incident Coordination Issues/Response.

Coordination of Physical Security for DIT Facilifies

Essential Base Service:

1. Provide oversight responsibility for the security of the State’s physical IT
infrastructure.

4.0 Disaster Recovery Services Overview

The Disaster Recovery and Emergency Management Services addresses DIT's

responsibility regarding planning, developing and executing disaster recovery
capabilities.

These services alse address offering assistance to the agency toward development
of their business resumption plan responsibility. DIT can leverage its disasier
recovery planning expertise to provide assislance to its plans and processes. While
both the development and execution of business resumption is cleary an agency
responsibility, DIT will assist customers in dealing with this responsibility.

50 Scope

- Assist in the crcation of disaster recovery plans and processes and
creation and maintenance of a disaster recovery hardware environment.

- Bring hardware and systems back online in the event of a disaster for
critical application infrastructure.

- Assist loward development of business resumpltion plans  and
Processes.

6.0 Disaster Recovery Services
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Development and Maintenance of Disaster Recovery Plan

Essential Base Service:

Maintenance of Disaster Recovery Plan - For critical business and OIT
processes, creation of a disaster recovery plan covering:

1. Maintenance of existing disaster recovery plans.

2. Distribution of the disaster recovery plan.

Premium Services:

A. Development of Disaster Recovery Plans - For cntical business and DIT
processes, creation of a disaster recovery plan covering:

1. Develcpment of disaster recovery plans specidic to each
nlatform/process.

2. Distribution of the disaster recovery plan.

Testing of Disaster Recovery Plan

Essential Base Service:

Testing of Disaster Recovery Plan - Coordinalion of testing process with DIT
infrastructure support and custormer as required. This includes:

1. Testing of applications, network availability and output.

7. Ensuring thai sdequate Cisaster Recovery testing is accomplished to
meet customers’ business reguiremenis.

Premium Services:

A. “Table-Top™ Testing - Panel review of Disaster Recovery Plan to venfy plan
validity {content, information, sequence, etc)).

B. Simulation Testing - Full-blown simulation of Disaster Recovery Flan
execution to verfy validity, completeness and effectiveness.

Execution of Disaster Recovery Plan

Essential Base Service: Nong.
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Premium Services:

A. Declaration of an EMERGENCY - Based on customer nesd and
circurmnstance, BIT is responsibie for the declaration of an emergency.

1. Provides ‘over and above' normal business response for the specific
systems or appiications for which the emergency has been declared.

2. Escalation to 7 X 24 coverage from on-call individuals.

B. Declaration of a DISASTER - Based on customer need and circumstancs,
DIT i= responsible for the declaration of a disaster. [MEED T SLEMAREZE
CIRCLAETANMUTE THAT WOLRD CREATE A INEARTER AL WELL AS
DEFNE DISASTEN]

C. Execution of Disaster Recovery Plans and Processes - Carry out effords
necessary to implement a Disasier Recovery eflort based on the
reguirements defined in the Disaster Recovery plan 1o ensure that the DIT
Services meets predefined Agency Business Resumption Process

requirements (may include the daskiop, telecom, and distributed server
environmenis).

1. Re-establishment of infrasttucture regquired to  support  business
resumption.

2. Re-establishment of data access.

Assistance toward Development of Business Resumption Plans and
Processes

Essential Base Service:

+ Assistance to agencies toward development of their business resumption
plans and processes.

» Coordination of business resumption planning process with DIT
Infrastructure support, Agency Services and Customer as required.

» Ensure that all infrastructure issues identified in the Business Resumption

Process as being crtical are involved in the developmert process (may
inciude the deskitop, telecom, and distributed server environmenis).

Other Disaster Recovery Services



Essential Base Service:

All other disaster recovery and assistance toward development of business
resumption processes.

2.0

ENTERPRISE APPLICATION SERVICES

Overview

Enterprise Application Services pravides applicalion development and
support for iechnical applications and services impacting several agencies
and the enterprise (all agencies}, including Human Resource Management
Metwork {HRMN}, DCDS, ADPICS, RS5TARS, Michigan.gov, e-siores,
Vignette, and Senicr Project Management.

Development and Enhancement Services

Development and enhancement services io the Human Resource
Management and Finance applications including HRMN and DCDS are
prioritized by the Civil Service Department. MAIN (ADPICS and RSTARS)
services are prioritized by the Office of Financial Management.

New Development proiects and enhancements to enterprise or multiple

agency solutions including Michigan.gov applications are provided upon
request by agencies.

Billing and Funding

HRMN and DCDS are funded by the Civil Service Department; MAIN is
funded by the Office of Financial Management of the Department of
Management and Budget. Devclopment and enhancement services are
billed based on the scope of work requested and funding available by the
requesting agency.

The billing rate will be an hourty rate for staff based on expertise:

Project Manager

Jr. Project ManagerSpecial Projects Lead
5r. Technical Analyst

AnalystfCMA Specialist

Obtaining Services
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A Memorandum of Understanding identifying the rates, work to be
periormed, responsibilties and funding scurce and approval will be
developed and signed by the Informaiion Officer, the Director of Enterprise
Apnlication Services or designeeg, and the Requestor for each project.

3.0 Nichigan.gov

The Michigan.gov poriat group provides hosting services including the
praduction server environment and support at a 99.9% availability, and a
test server, licenses and support.

Suppor Services for Michigan.gov include:

+ Formmnal training and expertise in Vignette to all end users.
Technical expertise in Vignette, Surfaid and Inktomi for all technica!
resources.

« Graphical User Interface Michigan.gov Standard support (banner and
graphics).

+« State of Michigan web application monitoring and review for consistency in
security, privacy, lcok and fee!, usability.

« FRouiine and on-reguest statisiical reports.

« Web user interface design expertise and support of the user interface look
and fesgl of the portal.

« Vignette Application maintenance and small cnhancements.

« Maintain the contact Michigan e-mail box and either answer the c-mails or
redirect them to the agency or office that can best reply to the gquery.

= Support Govemor's Executive Office and Communication Dhvision with
angoing suppon for the Michigan.gov home page.

Michigan.gov Portal charges must support entirely the cost of the production and
test hosting environments (now 88% of the cost) and the support services staff
{now 12% of the cost). Total estimated annual expenses for the Michigan.gov
portal is $4,081,000 distributed as follows:

Production and test hosiing charges: $3.586.000
Support Services Staff: 5 495,000

Total estimated charges for faser-Aeersy-MMemelDMVA for October 1, 2002
through September 30, 2003 are {rseropproprcsteamaurtS 46581296

Agency charges are based on two factors — sach weighted at 50%. These
factors will be reviewed and adjusted annually:
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= Content count in Michigan.gov Database on 10/25/02 are representaiive
of the cost of those servers, redundancy and support and the Vignette
application.

s Page Views {end user traffic) 9/1/02 through S/30/02 are representative of

the cost of servers and support for Michigan.gov response time,
availability and redundancy.

Charges are not based con the number of websites per agency, the number of
authors, editors or publishers, or the number of training or support services.

Obtaining Services:

Enterprise Application Services supporis Michigan.gov customers in several
different ways:

« Content Management Administrator {CMA) Training is provided on a
regular schedule or, if needed, special training can be coordinated to
ensure that agencies have personnel capable of maintaining the agencies'
web sites with curent information. Training can be scheduled by going 1o
hitp://w3.michigan.gov/emichigan clicking on CMA and then Training.

s Assistance on CMA problems.
» Requests for URL redirects.

+ Maintain the contact Michigan ¢-mail box and either answer the e-mails or
redircct them to the agency or office that can best reply o the query.

For assistance and any of these items, send a GroupWise e-mail to DIT-EAMS-
Web. For immediate assistance from 8:00 AM to 5:00 PM, you can page a CMA
expert by calling 341-0999 and leaving your phone number.

Senior Project Manaqger Services:

The Senicr Project Manager is responsible for the successful on-time, within
budget and scope, delivery of large {$5,000,000+), complex and strategic Stale
of Michigan projects. They are seasoned and experienced project managers
respansible for successtul delivery along with providing mentoring and
development of Project Management as a discipline within the State of Michigan.

The billing rate for senior project managers is $85 per hour for fiscal year 2003,

Obtaining Services:

Contact your 10 or Teresa Douglass at 517-241-5779.
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DESKTOP SERVICES

Overview

This section details the services associated with the availability of ready-
to-use’ workstations, including standard or advanced workstations as well
as assaciated peripherals, standard software and applications.

It also covers the activities required to ensure that the workstations,

peripheratls, software and applications provided are properly supported
through their enlire lifecycle.

Roles and Responsibilities
Deskiop Services include:

Availabtlity of workstation & standard software, including standard

configuration, softwarc and basic office productivity and State of Michigan
soitware and applications;

Availability of non-standard softwarg, in answer 1o specific agency,
position or in some case individual necds;

Model Office service, which ensures that any new application, software or
hardware is 100% compatible with existing standards & equipment,

Moves, Adds and Changes setvice, which deals with the installations,
rmoving andfor removal of workstations and peripherals;

equipment;

Kiosk support, similar to peripheral support but tailored specifically to the

kiosks used by the agencies to provide services across the state.

Life Cycle Planning, impiementation of a program o provide oydlic

replacement of systems.

Client Service Center

2




As its name implies, Client Service Center essentially provides a portal to
all DIT-related service areas via an Enterprise and Centralized Help Desk.

The Client Service Center covers the following:

+ Single point of contact for any form of user support: {to obtain 'break & fix’
suppert, to obtain information about DIT services, te procure new services
from DIT such as appiications hosting, etc.);

+ Tier 1 user support with a stated goal of resclving the majority of support
reguests dunng the inttial call ("on the spot™);

s Tiar 2 user support, when applicable, by drawing on gther DIT services or
Agency programs for final resolution of the issue.

I CENTER FCR GEOGRAPHIC INFORMATION {CGl)

1.0 Overview

The Center for Geographic Information {CGID provides leadership, technical
experise, and policy for the development, use, dissemination, promotion and
sharing of the state's geographic resources. Charges for CGl fall into two {2)
categories: direct agency charges and services charged on an hourly basis.

2.0} Services

New development projects and cnhancements to enterprise or multiple agency
solutions are provided upon request by agencies. These services are billed
based on the scope of work requested and funding available by the requesting
agency. A Memorandum of Understanding identifying the rates, work to be
performed, responsibilities and funding source and approval will be developed
and signed by the 10, the Girector of the CGI, and the requesting agency. The
billing rate will be an hourty rate for staff as {ollows:

Senior Slaff: $75 per hour
Junior Staff: $60 per hour
Suppor Staff: $35 per hour

Selected Services Include:

23



Intarmet Mapping Services

Thinking and working geographically provides ithe advantages of using
maps for decision support.  Internet Mapping Services provide web tocls
to create maps, integrate information, visualize scenarios, present
powerful ideas, and develon effective solutions. Geographic Information
Systems (GIS) on the Internst provides a much more dynamic tool than a

static map display. Web-enabled IS  deiivers  interactive  query
capabilities such as

» Searching for specific site locations
« Displaying and viewing muliiple data sets
= Conducting queries for specialized analysis

* Retrieving specialized data services

The CGl provides web-specific data development and management
services targeting cartographic design and map rendering lechnologies;
Intemet Mapping Application develocpment using pre-developed
functionalty or meeting new, agency-specific requiremenis; and IMS
hosting services that include G-IT hardware and software maintenance
with application versioning upgrades available.

3.0 Project Management

Geographic Information Technology (G-IT) encompasses an understanding of
spatial data, cartographic expertise, a specifically targeted family of software and
its supporting archifccture. Since 80% of State govemment infermation has a
spatial compenent, the CGl offers agencies its G-T expertise for reviewing
proposals containing a geographic component and  continuing  project

management services fo ensure successful wvendor delivery of G-T
requirements.

G-IT User Support

The CGI is committed to supporting and enabling Geographic information
software and equipment users. Both formal and informal assistance and
training ts available for Geographic Information off-the-shelf software, G-IT
gquipment such as GPS units, and user training for doveloped
applications.  Cartography-related services include custom mapping,
development of both standard and custom symbo! sets, and standard
mapping templates and layers. LGl also provides G analysis services
tailored to mest agency needs or assisis agencies in developing and
implementing their own GIS analysis.

Spatial Data Management

3%
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The CGI realizes the growing need for managing the ever-increasing
volume of State geographic data and offers services to develop data
standards for geospatial metadata, locational referencing {examples
include address, Public Land Survey System, linear referencing systems,
digital orthophotography, Global Poasitioning Systems [GPS] and other
referencing systems), and web portal standards for the Michigan
Geographic Data Library. Standards are designed io leverage data
integration and sharing among State agencies. Assistance is available for
using, adminisiering, and cptimizing SDE {Spatial Data Enging) for data
loading, data access, and increased performance. Modeling and design

services provide yet another avenue to improve data access and
availability.

Product Development, Data Development and Data Integration

CGl provides the following services, inchuding
1} Standard and custom map products;

2) Large-format printing for press conferences, court exhibits, and
presentations;

3) Database gueres and tabular report compilation that reference
qeospatial data;

4) Address (and other lccational data) cleansing and address
matching/geocoding services;

5) (Geospatial and related data conversion and migration;
B6) Custorm geographic data development;
7} Referencing system and map projection conversions; and

8) Two-way data integration between the Michigan Geographic
Framework and various busincss data sources.

CGI also coordinates digital imagery acguisition and development. The
CGl administers the State’s geographic information web portal including
maintenance of the Michigan Geographic Data Library providing access 1o
several State agency-sponsored datasets.

Michigan Geographic Framework
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Gl serves as administrator of the "Michigan Gecgraphic Framework”™. The
(Geographic Framework is a standardized infrastructure on which all GIS users of
1:12,000 =cale map data can build their applications. CG! serves state, regional,
county, and local government agencies, private businesses, and the general

public. CGI provides technical assistance and consultation services 1o
Michigan's GIS user community.

Service Request Process

Contact your iQ or Efc Swansen-2t-647-343781810.

J. DATA CENTER OPERATIONS

1.0 Overview

Data and Application Hosting is the ability to provide mainframe/server facililies,
Operating System support, maintenance and cperational moniloring of customer
data and applications.

2.0 Data and Application Hosting

Data and application hosting can be perfformed either in a ceniralized or
disiributed environment, depending on the cnticalty of the data or
applications hasted:

= Centralized hosting in a 7x24x365 data center is provided for data and
those applications requiring high availability andfor a need for disaster
recovery capabilities. It can alsc be prefemed when a selected
application resides on 2 mainframe or server supported by the data
centor.

K. TELECOMMUNICATIONS

1.0 Overview

Telecommunications involves tradifional voice (telephony) and data nelwark
hackbone connectivity between State of Michigan work locations.

3z
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Voice Services addresses all services related to lelephony, from basic office and
cellular telephony 1o the design and deployment of elaborale Interactive Voice
Response systems {IVR), Enhanced Call Processing (ECP), or Call Centers.

The breadih of Voice Services offered depends directly on the degree of
involvement that DIT has in its delivery, i.e. whether or not the delivery facililies
are managed by DIT rather than by an extemal service provider.

2.0 Service Levels

This translates into three (3} different levels in the breadth of Voice Services that
are available o customers:

For most central iocations, or lpcations with a strong concentration of
State of Michigan operations (specific buildings within the Lansing,
Saginaw, Grand Rapids and Detroit areas), BIT manages the voice

installations and is accordingly able to offer its full breadth of Voice
Sernvices.

For other locations with significant population or concentration of State
of Michigan operations (specific buildings within Flint, Jackson and
Kalamazoo areas), DIT is abie to offer a imiled breadih of Voice
Sevices.

= For all other locations, the role of DIT is currently limited 0

negotiating agreements with service providers to deliver the
services on behalf of DIT.

Data & Network Connectivity covers the connectivity of users to standard State of

Michigan data sources and applications such as data center applications,
distributed applications and exiernal partners.

The Data & Network Connectivity Services are divided into the following services:

» {Connection of a local network to the State of Michigan "backbone,” which

provides all uscrs of this local nefwork with access to the different data
sources described above;

+ Different remote connectivity modes, through which users working
remactely are able to access their normal data resources;

» Diflerent network services such as dedicated conneclivity, connection to
external partners, etc.

37
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Appendix A

Application Service Level Detail

System Name: AXNXXXY
Effective ate: N EX/NX
Custpmcer: AXXXXEX



Technolegy Uwner; XAKEXXX

1) Maintain Current System
a. Mamtain Current l'unctionality

¢. Problem Resolution
d. Holiday Processing
¢. Year Changpes
[. Changpe Control

2) Application Support Services

a. Application Operations ... .
b. Historical Recurting Changes ...

¢. Ad hoc Web Maintenance
d. Special Distribution of Qutput

3) Discretionary System Changes

a. Support for Customer Reguest. e

4) Other: System Services Specific 1o This System
4. 'fraining

h. Clerical ServIEes e e e e
C iXata Entry SOTvICES oo o cesmns erran e seccmaee

d. System End User Help Desk Support

T — Included
N = RNol lncluded

b. Comtinpency Management and System Recovery s

. Data Processing Supplies i

.................. |
.............. N/

.................. i

__________________ I
__________________ [
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Appendix A
System Description
The purpose of this System 15 1o provide

1) Maintain Current System

The following Services are required by DIT to maintain System mitegrity and the current
level of service:

1-a. Maintain Current Functionality
121 will maintain the Syslem lunctions in place as of the effective date of this SLA. This
service ensures the correet operation ol the System. DIT will notify the coustamer that a

Swstem change or System maintenanee schedules arc ready for implementation based
upon the customer's Uime Itarne.

Major Functional Activities:

Proccssing Modcs:

On—linc loputs:

Processing Inputs:

Processing Qutputs:

Reparts:

Daily: (x)
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Woeekly: (x)

1-b. Confingency Management and System Recovery

DIT is respousible for providing a backup and recovery method tor this application based
an the [ollowing customer roquircinents:

1-¢. Prablem Resolution

DT will provide xx hour per day, xxx days per year abend resolution; tesolution of data
integrity problems will be communicated by THT w the Agencey il any other deliverable
will be affected.

Response time measure:
Abends—

Report delivery—

System perlormancee

1-d. Holiday Processing

DIT will make changes 1o enable the System to continue with current functions winle
adjusting 1o the Apeney holiday work schedule.

1-e. Year Changes

Not Inchuded (N/1) - Any changes requested or required to the system must {ollow the
normal development process,

1-f. Change Conirol

Not Included (NA1) - Any changes requested ot reguired Lo the system must follow the
normal development process.
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Appendix A
2) Application Support Services

Application Devclopmenl and Munlenance Services cover the cntire application lifecyele
from a total cost of ownership perspectyve.

This service offering also addresses the opportunity evaluations necessary 1o deeide
whether or not an application development project 15 warranted.

Application Support
2-a. Application Operations
DI will provide System suppaort for the current on—line and batch operations.

Online Detail;

Batch Cycle(s) Detail:

Cycle name:

Cycle desenpuion:
Freguency:

Special le handling:
Monitor Production Cyele:

Cycle nam:

Cyele desenplion:
Froequoey:

Speaal file handling:
Monitor Production Cyele:

I
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2-b. llistorical Recurring Changes

Not Included (N1 - Any changes reguested or required to the system must {ollow
the normal development process.

2-¢. Ad hoc Web Maintenance

2-d. Special Distribution of Ouiput

2-e. Data Proccssing Supplics

N

3) Discretionary System Changes

3-a. Support for Custemer Request
|
3-h. Techaology Assessment

NA

4) Other: System Services Specific Lo This System

4-a. Training

N/

4-b. Clerical Services
N

4-¢. Data Entry Serviccs

4-d. System Fnd-User Help Desk Support



¢
:

The imitial contact for support of this apphcation will be through the DL Client
Scrvice Centers

40
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Appendiy

Svstem Description

Svstem Prioirily

The priority ol ihis sysiem as eompased 1o gther sverems reguired for the ageney o be
pperstional 15 delwmoed as. .,

Iy  Maintain Current System

The followine Services sre roguired by BT to meiptain Svstem iotearily and the cunent
leved of service:

l-s. Maintain Curres! Fanctioaality

IHT will mainiain the Svsiem funcrions i place ds ofthe effective dote of tns SLAL This
service srusurcs the correct eperation of the Svatern. 10T wiil motl v e customer that a

upon the castomcer's b frame and/or appropriate scheduled svston downlime.

Najor Funclionad Activities;

= Provide foonctional supoart cotaponents provided by DI siadf

Svstem Sebhedulod downfime:

e Define appropriate Jead tme frames for U] staif o notily svencey lor

Keports:

Lime [rurmes.

Draibv: 1)
s Report X prosided daily by close of bosiness to Agency business st Y.

Woehlw: {a)
»  Report X provided weekly/hiweekly by clese of business on Z dav Lo
Avecy business agit'y,

£
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Moathly: (X}

business unir Y.
Yearlyr (a)

*  Heport X provided Yearly by close of business on Z day fo Aueney
business wait Y.

E-h. Contingeney Manapement and System Recovery

TITT is responsible for providing & backup and recovery mathod (o1 this appheation based

1-c. Problem Resohution

Response e measure: detine the sime frume reguired for DT o respond_ for probiem
resoiution.

Dowitime— definition of application downtine unayailabity

Roport delivers— who s 10 be conteeted wilhun the Ascncy

System performance

[-d. Hofiday Processing

INT will make changes 1o cnable the Svstem o gontinme with cament [uncions whiic
adjusting o the Aveney holiday work schodude,

1-v. Yuar Chanpes

Nut Included (N B - Anyv chongees seguested or requited 1o the sy stem st Toliow the

1-I. Charge Cofitrol

ot Included (N 1) - Any changes reguested or reguired w the systom st follow the

nornal dis clopment chonoe process,
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2} Application Support Services

Applivation Dovelopiment and Maintenance Services cover the cilive applicaiion lvevele

Appticatine Suppors

2-a. Application Operalions

DIT will provide Svsicen suppoern: for the cuirent on-ding and bateh aperations.

2-b. Histerical Recurring Chinpes

the nomiad developnent process, This mav include vearly archival of data o
storase moedia,

N

4) Other; System Services Specifie to This Svstem

4-a. Training

oF This includes traintne provided by 10 10 the Aveney” apphicaiion ases,

44
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Service Level Definitions
7/3/03 Draft

Service Definition
The Client Sepvice Cenier (CSCY i desigmed 0 he a client’s imfial poind of contact {or
inlormation technology quesiions. requests and probicm resolution, Chients mav contad

= Broken or inopsrabie deskiop ecuipment

Desking sofware problems or guestons

Telephono or nowwork_problems or gilestions

Roguosts for serviess provided by DT, including procurcinedd, instafls, moves, adds
or changes o deskiops

« Agency asplication problems or guesions

The pniority assioned to amy given problem will be on a three-tior scale - Urgent, High, anc
Medium ard b ow

« BIGH _Dhrectiy Affacts the Public or a large number of users ara down
= MEDILE Al other probiems or service regueests wilh 2 desdling
o LOW All other problems or senvice request without a deadline

resolulion. The Client Service Denter will e able (o provide acknowledgemend of a reguest by
resnonding io the Client via c-mnail when g remedy ticket was inifiated and placed in work-in-
progress status or referred o 27 leved suppornt.

E . N . . . . - - " . R
When 2™ level supnort is reguired, acknowledgement o the cliend, of the lckat will ooour within

260 minutes for Hhgh prionty tickeds

AL
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Bl minutes for Medum priority tickets

2. Desktop Services

Service Definttion

Deskiop services cnoompasses o aznects of maintzinmng and supporting the deskiop PC.

cxlernal dist drives)

CHT purchases a standard set of deskicpsiiaptops 2 defined in the Slate of Michiman's EUCH
comtract. These sysiems come with 3 manufacturer's on-sile waranly for three years.  Older
equipment such az AST's or MAC's that are oul of warranly is also suppored by Beskiop
Services. All equipment fgilures are 1o be reparted to the Client Service Center whore they are
fracked. dinanosed, and Torwarded o Fieid Services staff for repair aod /o reglacemeand.

Service Levels
The IHT Desktop Services group provides supporl on & Siate of Michigan deskiop and

Perfarmance Indicators
Repairreptacemeant of standard {cumondty Doll GX senes) deskiop laptop / printer / periohaeral
hardware will be compiciod within 1 business day, it parts are required then 2 business days.

Standard, software (Rich would like some indication of what sonstilules "standard” 0 be writen
here] probtems will be resohved within 8 business hours,

changing staff levels and relocating ofhces.

Desktop Moves

DIl provides services to assist in office relocations by moving dasktons, AN drops and, in
eelected locations, lelephones, While NIT will assist in delermining the electrical reguiroments
for any oroposed conliguralion, the glisnt is responsible for facilitating allelectrical reguiremenls.

Service Levels
UIT witl cocrdinate IMACS by assousing the sioe and complexily of the request before
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Performance Indicators
H s the ageneics reyponsibility 1o coprdinate and provide electrics! reguirements.
installation and mwves of desktop egquipment:

« 2 husiness days for 1 — 5 units, cnce the equipment is received
4 busmness days for G — 10 units. orce the equipmoent is roceived

Ol (5P will be sesponsilile for providing aversialit for major projects,

4. Voice Services

Service Definition
LIt provides telephona servics 1o aporoximately 20000 emgloyvess in the Lansing, Datroit, Grang

Local Exchiange and Long Ristance Carners kr phone services . The service contracts providod
by these carriars are manaocd by the BT Telecom group, These contracts are avaiable Ior
BLENCY LS.

Service Levels

DIT Telecom managed vaigs wlephons senvice is provided 7 x 24 x 365 withgyt interruption.
Senvice outages are a top priority.

«  Ieslallation and moves of office telephone egupment — State of Bickigan proviged
service

5 hissiness doys Tor 1 — 5 units
10 business days for 6 10 upits

be responsile for prowviding oversight {ormaior oroiects.

within gach contract.

« Inztaiation and moves of stardard offlice leiephonc coupment — Vandar pravided servico
- according to coniract orovisions

OHT Provided Service
& Vaoice service is available 99.00%,

s Minor problems {such as noisy cord or headset) will he repuired within 1 business day.

D17 il provada 3 ey Manggement oF SBC and weak wp ensusy the e ol the contract are ine,

3
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5. Procurement & Administrative Services

Service Definition

PNT Contracis and Procurcment Sepvices pedormns all §T computor comamodily & sonvice
procuremenil for the Stede of Michigean, negobaies ai T redaled conlraciual services, amnd ensures
that the servicas orpvided meet contracl speciicatong, Many of lhe procurament activilies are a
componen] of other DIT Services.

Service Levels

DT mepaces the entire_ specirgm of 3T procurcment, from standend goskion acoaisition hrowsh
complex TR {mwitalion 1o bid) sobutions,

Performance Indicators
Cammadity deskiop acauisitions
o Skandard, (on hand inventory) compisted in 2 Dusiness days

s  Siandard, purchssed required. 2 — 6 weeks {end-icend. includes procurement, vendar.
Lrepot and Field Fervices iimel

s Mon-Standand Acguisitions wall boe necgotited with aporopnigie vendors and comesdoetoed 6
a timely manner.

ITE Process

» _Large projects {= 51 M. high risk} 1218 monthy

« _ Medium projects (250K 31 M, mediym esky 0 8-12 manths

«  Smali projects (350K - 5250, low risk} 4- & months
Invaicing

= QOnTime
« Discrepancy Resolution within 30 days

6, Application Services

Service Definition

Agency Services is Fwe Bison between 1he Depardmend of nformation Technofogy (DT and tha
inclividunl Exacutive Branch apencigs. This tears s respongible for the devainpioant,
madificalions. and enhancemants of agency IT apphications. The development of new
applications and malor madifications to exisiing application wili be coordinatec with the agency by
the Agency Services team . _The Agency Scrvices Team will eonage the Stratescic Proicct Office

implemeniatiogn.

Anency Service's Enterprise Anplication Services s responsible for anteroise applications,

ropdicalons 16 fxisting enerpnise anplications will be coordinated with the Enterortae Anplication
Services team. The Lrierprise Application Services team will engage the Strateqic Projact Office
for assistance in managing meor projects that have bean approved by Agencios for

inplementation.

A5




Service Levels

The Stratenic Project (ffics (5P will e responsisle for providing oversight for projects that a7
aszignad to BIT. The SPO will provide periodic status reports ss requested by the Agency
Services Team or when the proiect fails 1o mee! the reguired miiestones or iask timeframes.

Performance Indicators

The project will report on ime, on Budget and within scope metries Desed on the project olan.

7. Data & Application System Availability

DIT _Agency Services provides the dewelopmaent and mainienance of application sysiems on
variows technologies ond platforns. Swreently, agescy apoieaion Sudoort is perfarmed by the
same sl alwas periorming ihal lunclion grior to the formation of BT, This sepport staff now
reports o the DIT agency WO The Client Service Center will accept calls for application issues
and then forward those calls io the appropriate sgency support siafi for resoiulion,

Avency applicanon support snd development will be the responsibibity ol the Aveney 1O
arnd the suppor sl Syslem soflware snd hardware support lor mainitane and seryvers
will be refermed Lo Inlrasiraciare Sorvices ler reseiotion. Data Coenler Openstions s
responsible for the support ol the mamnrarnes and servers instulled st the Sceondary
Comples Data Center while Disirihuted Seraees 1s responsible lor the sepport of servers

Agenoy Service's Frnlerprise Apolication Service (s resgansible for enterprise applications,
ncluding HRMN, MAIN, and the state wab porlal a5 well 25 middiewars support and senvices for
DIT.

Service Levels

hizintenance and support requirements for a specific appiicaton will depeng on iie associated
Agency's need for availability and access to that appbication s functionality and daln Fesolsion
fimes for reported problerrs and geolicalion up-ime will also be oelarmingd by the Aocency's
ristomers requited access and the agsigned priority level for the availzhiiity of the application’'s
functions and data. Application availability will 2lso be deperdent on tha availzbitity of the
application host, supporting network, deskiop as well 25 other application gependeneics such 85

Apnlication enhancements and new appications requests wilt be assigned io the Agency
Information Officer or Enterprise Apphcahon Services for resolution,

Perfarmance indicators

The Agency's customer wiit determine when the applicatsion must be svaiiable. The availabity of
sn application may be required only during normal working pours of Monday thry Friday from
Bamm o 5 o or if the apolicedion provides orbipal infermation o s esers Lhan il may nsea 1o
available 7x24x385. DITwill enginesr new applications 0 provide 925% svailaltity during the fime
Specifed 1or e A0ency.

afi
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8. Center for Geographic Information

Service Definition

The Michigan Center for Geographic information (GGl provides leadershin, kschnicst experise
and paolicy (o the development. use, dissemination, sromotion and sharing of geoorzphic
informalbicn in the stale of Michigan, The Center's mission will enable state oovernment o more
affectively and efficientty serve the citizens, businesses and olhor aovernments of the siste in
areas of public protection, homeland security, economic development, envirornental prolection
et fransooriation,

Service Levels

The Center for Geographic Information will responed 1o reauests for senvices that ©G4 provides.

FPerfarmance indicators

The project will reprord an Hime, on Dudael and wilhin seooe mokrics based on the project plan.

Service Definttion

The 3tate's Infernet services are coordinatad through a single psorlad wesse michigan.goy

Consisland web user inlerdface ook and feel, usabikty} across individual aganoy
applicalions and servipes
» Consistent security and privacy policies

CRT prowicdes hosiog services f9r production and tes! amvironmenls, suppor, and inrmal ezining
i the michigan.gov 1ooks, Vignelle Sufad, and inkioms,

Service Levels

respond o reruasts Tor services,

Performance indicators
DIT will maintain 99%: portai avatdabiiity.
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Client Service Level Reporting

DIT Service

Client Service
Center

fMeasurement Description
= First Calf Fosofution

s * Aombor of Coses

= Cages calegorized by (ype, repair, seqvice roqucs!
anet grestion.

Goal

I'irst cail redolution 7094

Fetirn fo Service., W!{Qii a vlienl's requesl (repair,

; replace) was completed, This includes daskiop

hardware, peripheral eguipment and sofiware.

Office Installgtion,

Maove, Add and
Change (IMAC)

Vaice Services

Frocorement &

Adminisfrative
Services

Application Services

Data & Appiication
System Availahility

| Weh Site Portyd

»Roepai/Replace (Cal Resolifinn}

FProhlem resghHion within 1
business day. if pars need

| 2 businuss dfi

Pesktop MAC, from request to time clicnlis able to
access data.

Service Avajﬂibiﬁt_y fllplimes]. The perrenta_ge of time

1 the senvice was avatiabie 1a he client. Scheduled

mainlenance is not included in this measuremoent.

Rerum ia Serw'ct: hen s chent’s request {repair,

Voioo (AC; request through Llioe client is able to
makefraneie calls.

1Y 5,

=1 Sunits D gkm;_ 2
[RE

Business

qYy5,

" f— !_ﬂ__y_l_}fh iesking -

lhlsi ness

i Jays,

= 16 unitg witl be lrest

i q] el
oy Gty tor

T providue

services,

Fraflem resd

haticors foor CHT

voice services, within 1 bus

day, If parts r

busirgess davs,

Fov QI prov

jceder] e 2

ded yoice SCn

s P8 unils -5 busie
darys

= G iunits-10bu
tays

« =10 inits will be trg

a project,

. iEtanl:iaru:i Cﬂmmqﬂg j_.ﬂgggg@ggus (MY H*arm
Inventory
v Standard Commodity Acquisitions
irpagicing.
« Invoiciog State Agencices Jor [T Sendees (3
weeks afler calenda month end)
»  Resolyiign of Imyaicing Thscrepancies

2 — 6 weeks

. an Time

30 Days

2 Business Oays

Tirne Lo project agreemeant and scope
desdinilion. Projecy completion,

2.4 waaks
Cn TemieOn

FPedgel Mihin

Trapmactional Systams Sendce Availabifify. Th % of

I lime services were avalablo to the olicol. Sohechled
: main[enanre |s nu::t mc‘.ludm mn thi'

measuremeant.

SA% Awvaitahi

ity

PO |.-..-I 3

PP TR O T

© 8% Availabi

-




| fwww. michigan.govh

Scheduled mamtenance is not included i this !

measurement.

weblsile wias apoessed,

Cani oot BB 2604-00

i = MNumbar of Hits, This is the number of times_a client

Confent Valirme. This is the size if the wehsite that

15 Lised for billing purposes.

1

Probicm Pricrity Caicreries

Category

Criteria

Example

LIRGENT

Probliems will be
considered e fupehest
| priceity and are
considered 4o be a
possible -
threatenang sioation

« Risk of Perzonal Injury or Loss of Life

(a1 Mainframe_chiller unit, EhAN

Prickbone)

i = Arthe direction of the Data Center

Operations, Telecomm, or Securly

and Disaster Recovery Management

EHrootors.

u Agancy nelwark down

= Production mainftame down

* Securnily systor down effecting a large

riambier of wsers

LEIN Interface or systen

down

HiGH

Froblams will be
considered the second
prionty and reflect a
situation whice: the public
b5 baengg dliractly imgractied
in A neqgative way

BEDILIM

Ait pratlems nal meseting
wiil be assigned Medwm

will be considered the

i third priority and reflect &
situalion where tiere is
na sk of personsl ingury,
and the piblic is not
reing diractly effected.

| ihe Urgent or High criteria |

priority stalus; his default

Any trilage of performance

degradation thal drectly affects the

pubadic:

Mizajo fapseratiomal haredware ard

soflware or non-pertpheral
equinment.

At the direction of the Data Conder

Operations, Teleromm, or Securily
and Disasler Recovery Managemeant

Lireriors.

Network cutages or performance
deqgradation offeoting usors that are

Internal & msil insuas
Generat how-10 quastions

Froblemsflssues with non-public

service batch jobs

Degradation in rezponse time

Password resets for useos nol
directly irmvolved wilh e g

Branch nffice down

= nlennet down or scvcrclb{_:qrag el

= One or mure Lustomer b
'Crll O PubHc Business!
» Cutages or performance
effecling avaiiability of p3
= Koy Treasury funds tran
* Severe degradalion in rs
effecting public zendces

= Al Ciher [Requdsts

i

calion(=} dow

degradation
WBlic sorvices

sponse fima
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State of Michigan — Department of Information Technology
(DI'L)

6-Up internal DIT Service Metrics — June 2003

CSC - First Call Resolution

s | e
g0 L}
8§20

o
]

=

il Tekets

S TE LY B
e
or

& Target

# of Tickets
© May-03 —

l
o

- ol 151 Call’
Resolukion

—

TR0 Sk

Jan-02

Feb-05 wem
Mar-03 : e
Apr-02 -

%% of Abandoned Calls

?Et‘:{;. of Abandoned Calls ¢




Vhah of B2604.00

CSC - Average Call Length
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Desktop - Resolved Cases

250-
200 b -
e '[04 of Deskiop Repair |,
150 P Cals :
100-
i O of Calls Re=olved
a0 within 2 Business
' Days
ﬂ. .
‘SI"‘:}S:‘
Voice Services Availibility
I
160 '
L]
98.6
L LI BT \
o '\
947 "
29
a8
D88 ,
B4
982
a4 , [ — \

-

Jan03  Feb63  Mardd  Apr03  May-03

w———(Voice Services Availibility {% Upfime) = Goat - % |
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State of Michigan — Department of Information Techuology
(DIT)

Metrics — June 2003

o fEnal - On fimedOn BudgetWathin soope
Froiects:

1. Project XYZ

Projects:

2. Project Mag Michinan

57
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State of Michigan — Department of Information FTechnology
(DIT)

6-Up External DIT Service Metrics — June 2003

CSC - First Call Resolution

% A of Tickets
b B
) 4
iz e
I"'l:-: . B & Target
3 |
A Y of 1stCall
i mom om om @ Rosolition E
' ' ] li'.J = o H
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150 -
100-
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Callz

B# of Calls Resolverd
within 2 Business
[Days
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Voice Services Availibility

{00 e
99.5 o S e t

892 \
858
985
98 4

98.2 .
98 -

Jan-03 Feb-03 Mar-0? Apr-03 May-01

t e Ve Services Avalllbdlity (3 Uptime) ———Gnal - % '

Data & Application System Availability

JUHI B jrmremr o - mm movgoeem m messsnesngs s o ek« s 21+ b
o . '
yus |
99
985 |
a8
975 b
a7

B system Availability
iBGoal % '

Jan-3 Feb0 Mar-0d Ape-03 May-03

Note — This 1z a SAMPLE fieport; Metrics reflected are nol actual Scrvice Statistics,
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Glossary of Terms
“A-

Awccess Privilepes

I‘iay:;ical and remote access 1o DIT Facilities and resources
granted by Enterprise Sccurnty.

-B-

Business Resumption Plan
{BRF}

L

Chanpe Order

' The documentation that delineates for the Client and |

DIT the necessary procedures to successfully mowve
the Client's applications from a production facility to
the Disaster Recovery Site.

-

‘The process of documenting & change which is a deviation
trom an original reguest lor the purposes of evaluation,
approval or rejeetion, scheduling and (racking,

Client

i The term by which DIT will refer Lo the State agencies

that DI supports, emphasizing the long-term service
relaliomship.

Client Service Centet {CSC)

Doedicated Scrvices

Disaster Recovery Plan

An organizational unit that will manage all requests for
clicnis. This is the initial point of contract lor DIT service
eI B '

-D-
Those serviecs which arc utilized by a single apency.

The documentation that delineates all the roles and
responsibilitics lor DIT staft, along with the steps that
must be taken Lo successlully move the production
processing perlformed at the DIT managed facilitics o the
Disasler Recovery site.

Enterprise Services

Escalalion

¥
‘Those serviees which arc utlized hy multiple apencics.

and technical resources to ensure problem resolution,

I<thical Ilﬁcking

Siinulated hacking performed at the request ol s Customer |
Agency, under the authority of Enterprise Sceurity.




Mwalt . F B ar MRl 0

N

Normal Business Hours Fully staffed operational activity

| Notification A communication to Management at predetermined
times to provide awareness of a problem ticket that

has been entered into the automated system.

-
Service Level Agreement A document which creates a shared understanding
regarding the services provided. o
Service Reguest {SR) Any type of need Irom a chient that 15 submited we DI,
lor exammple, break/[ix, application suppotl, upgrades,
password Tesels, purchases, ete. Reguest for a change in
an cstablished process or procedure.

Blatlus Surmmnary ol problem resolution sclivilies for a @ven
ticket to Customers at specific points in time.

Service M"roviders The phase tn a system lile cycle of The continuons
performance ol normal daily lasks.

Systemn Availability Total time system is available 1o apency, minus scheduled
downtime.

a7




Appendix B
System Description

Work Order/Preventative Maintenance
The purpose of this Application is to fill oul and complele work orders for the

maintenance department at the Grand Rapids Home lor Velerans, Preventative
Maintecnance system schedules on going work for mamtenance.

Sysicm Priority

The pnonty of this system as compared to other systems required for the agency to be
opcralional 1s defined as high,

1) Maintain Current System

The {ollowing Services are required by DIT to mamtain Systemn integrity and the current
level ol service:

1-a. Maintain Corrent Functionality

DIT will maintain the System functions in place as of the clivetive date of this S1LA, This
servico ensures the correct operation of the System. DIT wall nouly the cusiomer that a
System changre or System maintenance schedules are ready lor implementation hased
upon the cuslomer's ime frame and/or appropriate scheduled sysiom downtime.

Major Functional Aclivitics:

»  Maintun the Access/Visual Hasic database associaled w this application,
L]

System Scheduled downtime:

= Provide al least a 24 hour notice tor scheduled or reguired maintenance,
»  Notify agency at least 5 working days poior to any upgrades to the application
or the Access databases.
Reporis:
Nod Included (N/T}

1-b. Contlingency Management and System Recovery

DIT is respomsible lor providing a hackup and recovery method lor this apphication hased
on the tollowing cuslomer reguirements;



. Backup database daly to include holidays and weckends.

Appendix B

1-c. Problem Resolulion

IT will prowide 9 hours per day, 5 days per week downtime resolution; resolution of
data integrity problems will be communicared by DIT to the Ageney il any other
deliverable will be affeeted.

Downtime- application 15 down when work orders cannot be filied out or gencrated.
Uinable to ecnerate reporls

System performanec  operational 95% of time. Must be able to gencrale work orders
and print reports.

1-d. Holiday Processing

DTT will make changes to cnable the System Lo continue with current functions while
adjusting to the Agency holiday work schedule.

1. Ycear Changes

Any changes requested or required to the systern must [ollow the normal developmem
procoss.

1-f. Change Control

Any changes tequested or reguired to the system must follow the normal
development/chanoe procoss.

2) Application Support Scrvices

Application Developmenl and Maintenance Scrvices cover the entive application lifecycle
from a total cost of vwnership perspective.,

This service ollenng also addresses the opportunity evabuslions necessary to decide
whether or not an application development project 15 warmmantod.

Application Support

2-a. Application Operations

DIT will provide System support for the current on - hine and batch operations.



Appendix B
2-b, listorical Recurring Changes

Not Included (N/I) - Any changes requested or reguired to the system must follow
the normal development process. This may include yearly archival of data to
storage media.

3) Discretivnary System Changes
3-a. Support for Cusiomer Request
Any changes must follow the normal development process,
3-b. T'echmology Assessment

Yearly assessment will be denc in conjunchion with Agency 1o ensure application
1% using current technology

4) Other: System Services Specific to This System
4-a. Fraining

An operating manual will be provided wilh maimtenance stafl and updated as
applhication modifications occur,

4-b. Data Entry Scrviecs
N1 this would inelude the data entry into databascs.
4-d. System End-User Help Desk Support

The initial contact for support of this application will be through the assigned
Apcncy Scrvices personmel.



Appendix B
Svstem Description

Staff Development

‘The purpose of this Application is to maintain and provide mandatory training at the
Grand Rapids 1lome for Veterans,

Svystem Priority

The priority of this system as compared to other systems required for the agency to be
operational is defined as high.

1) Maintain Current System

The following Services arc regquired by DIT to maintain System integrity and the current
level of service:

I-a. Maintain Current Functionality
DI will maintain the System functions in place as of the effective date of this SLA This
service ensures the correct operation of the System. DI will notify the customer that a

System change or System maintenance schedules are ready tor implementation based
upon the customer's time frame andfor appropniate scheduled system downtime.

Major Functional Activities:

s Maintain the Access/Visual Basic database associated to this application.

System Scheduled downtime:

»  Provide at least a 24 hour notice for scheduled or required maintenance.
s Motify agency at least 5 working days prior to any upprades {o the application
or the Access databases,
Keports:
Mot Tncluded (NAT)

I-b. Contingency Management and System Recovery

T 15 responsible lor providing a backop and recovery method lor this apphicalion based
on the lollowing cuslomer Tegurements:

) Backup database daily 10 include holidays and weekends,
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1-¢. Problem Resolution

DIT will provide 9 hours per day, 5 days por wock downtime resolution;, resoluizon of
data inteprity problems will be communicated by DIT to the Apcney if any other
deliverable will be affected.

Downtime— application is down when classes cannot be scheduled or maintamed.

Report delivery— llouse Supervisor (016) 364-5365

System perfonmance—  operational 95% of time. Must be able to input data and penerate
reports,

I-4. Holiday 'roccssing

INT will make changes 1o enable the System to continue with current functions while
adjusting 1o the Agency holiday work schedule

1-¢. Year Changes

Any changes requested or reguited o the system must follow the nonmal development
process.

1-I. Change Conirol

Any changcs requested or requared 1o the system must [ollow the normal
development/change proccss.

2) Application Support Services

Application Development and Maimtenance Services cover the entire application hileeycle
from a total cest of owncrship perspectivie.

This service ullenng also addresses the opportumily evaluations necessary o decide
whether or nol an appheation devclopmenl project 15 wartanled.

Applicalion Support
2-a. Application Operations

DIT wall provide Systemn support lor the current om Tine and batch operations.
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2-b. Nistorical Recurring Changes

Not Included (N/1IY - Any changes requested or required to the system must follow
the normal development process. This may include vearly archival of data to
storage media,

3) Discretionary System Changes

3-a. Support for Customer Reguest

Any changes must follow the normal development process.

3-b. Fechnology Asscssment

Y early assessment will be done in conjunction with Apency to casure application

1% using current technology

4) Other: System Services Specilic to 'This System

4-a. Training

An operating manual will be provided with appropriate staff and updated as
application modificatioms oceur.

4-b. Data Entry Services
N/ this would tnelude the data enkry inlo databases.
4-d. System End User Help Desk Support

The initial contact lor support of this application will be through the assigned
Apency Services personncl.
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System Description
Carc Confecrence

The purpose of this Application is to notify family members for quarterly and anmual care
conferences at the Grand Rapids ! lome for Vcterans.

System Priority

The prionty of this system as compared to other systems required for the apency to be
operational 1s defined as high,

1) Maintain Cuarrent System

The following Services are required by DIT to maintain System integrity and the current
level of service:

1-a. Maintain Currcnt Functionality

DIT will mamtain the System functions in place as of the effective date of this SLA. This
service cnsures the correct operation of the System, DIT will notify the custemer that a
Syslem change or System maintenance schedules are ready for implementation based
upon the customer's bme frame and/or appropriate scheduled system downtimc.

Major Functional Activilics:

s Mamntain the Access/Visual Basic database associated to this application.

=
System Scheduled downlime:
s Provide at least a 24 hour notice for scheduled or required maintecnance,
= Motify agency at least 5 working days ptior to any upgrades io the application
or the Access databases,
Reports:
ol Included (NTY

1-b. Contlingency Management and System Recovery

DIT 15 responsibic for providing a backup and recovery method for this application based
on the lollowing cuslomer reguirements:

- Hackup database daily to include holidays and weekends.
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1-c. Problem Resolution

DIT wiall provide 9 hours per day, 5 davs per week downtme resolution; resolution of
data miegnty problems will be communicated by DIT 1o the Agency 1 any other
deliverable will be aftected.

Downtime  application 15 down when care conforences carmot be scheduled or unable to
fonoerale repoTls

Report dehvery  House Supervisor (616 364-5305

System perlommance-  operational 23% of time. Must be able to schodule cans
conferences and print reports.

1-d. Holiday Processing

IDIT will make changes Lo cnable the System to continue with current functions while
adjusting to the Apgency holiday work schedule.

I-e. Year Changes

Any changes requested or required 10 the sysiem must follow the normal development
Process,

1-f. Change Contral

Any changes requested or required to the system must [ollow the nonmal
development/change process.

2) Application Support Services

Apphication Development and Maintcoance Scrviecs cover the entire application lifecyele
from a wsal cost of ovwnership perspective.

This service offering also addresses the opporlunity cvaluations necessary to decide
whether or not an application development projeet 1s warranied.

Application Support
2-a. Application Operativns

DT will provide System support lor the current on—line and batch operations.
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2-h. lhistorical Recurring Changes

Not Incloded (N/1) - Any changes requested or teguired io the system must follow
the normal development process. This may include yearly archival of data w
slorage modia.

3) Discretionary System Changes
3-a. Supporl lor Customer Request
Any changes must follow the normal development process.

3-b. Technology Assessmend

Yearly asscssment will be donc in conjunction with Apeney o ensure application
is vsing current technology

4) Other: System Services Specific to This System
4-a. Training

An operating manual will be provided with appropriaic stall and updated as
application medifications accur.

4-b., Data Entry Services
NI this would inchude the data entry into databases,
4-d. System End—User Help Desk Sopport

The 1mtial contacl tor support of this application will he through the assipned
Ageney Soervices persomnel.
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System Description

Medicare

The purpose ol this Appltcation 1s electromic billing of Medicare-B clamms. Provides a
report of cach claims submitted.

Syslem Priorily

The priority of this sysicm as compared o other systems requited for the ageney o be
opcratiomal 15 defmed as moedium.

1) Maintain Current System

The {ollowing Servces are required by DT 1o maintain System integrity and the current
level ol semace:

1-a. Maintain Currenl Funclionality

DIT will maintain the System lunctions i place as ol the effcelive date of this SLA. Ths
service ensures the correot operation of the System. DIT wall notily the customer thal a
Svystemn chanpe or Systom manienance schedules are ready Tor impluementation bascd

upen the customer's time frame and/or appropriate scheduled systern downlnme.
Major Functional Activities:
« Maintain the SQL databasc associated Lo this applicaton.

System Scheduled downtime:

«  Provide at lcast a 24 hour notice for schedaled or roquired mamicnanee.
« Notify apency atl least 5 working days prior 10 any upgrades W the application
or the SQL datahascs,
Reports;
Mot Included {(NAY

1-h. Contingency Management and System Recovery

T 1s responsible {or providing a backup and recovery method for this application based
on the {ollowing customer requirements:
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= Backup database daly to include holidays and weekends,

1-c. Problem Resolutlion

DIT wall provide 12 hours per day, 5 days per week downtime resolution; resolution of

data inlepmity problemns will be communicated by DIT 10 the Agency if any other
deliverable will be affecied.

Downlime  application 1% down when the clerk 15 unable to enter member billing
wnformation.

Report dehivery  Linda Dallman {(906) 226-3576 ox1 304
Systom performance  operalional 95% o the ime.
1-d. Holiday Processing

DI'T will make changes to cnable the System to conlinue with current funclioms while
adjusting to the Apency holiday work schedule.

1-e. ¥Year Changes

Any changes requested or required to the system must follow the normal development
process.

I-f. Change Control

Any changes requested or required o the system must follow the normal
development/change process.

2) Application Support Scrvices

Apphication Development and Maintenance Services cover the entire application lifccycle
lrom & total costof ownership perspective.

This service offering also addresses the opportunity evaluations necessary to decide
whether or not an application development project is warranted.

Application Support

2-a, Application Operations

DI will provide System support for the current on—ling and batch operations.
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2-h. Historical Reenrring Changes

Nol ncluded (N/1) - Any changes requested or required 10 the system must follow

the normal development process. 'This may include yearly archival of data 1o
slorage media

3) Discrctionary System Changes

3-u. Support for Customer Request

Any changes must follow the normal devclopment process.

3-b. Technology Assessment

Yourly assesament will be done in conjunction with Agoncy o msure applicalion

1% using currenl lechnology

4) Other: Svstem Services Speeifie 1o This Svstem

4-a. Trainming

An operating manual will be provided at each nursing station and updated as
apphication mmodi fications oceur.

4-b. Data Entry Services
/I this would includc the data eniry into databases.
4-d. Systemt End User Help Desk Sapporl

The initial contact for support of (s application will be through assigned Agency
Services personncl.
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Svstem Description
Medical Labs

‘Ihe purpose of this Application 15 1o automate the medical laboratory requests for
members. Checks to verify proper ICD9 coding on each request and prints dataona
formatted form for tests 1o be poerformed.

System Priority

The priority of this sysicm as comparcd to other systems regquired for the agency to be
operational js defined as high.

1} Maintain Current System

The following Services are required by DIT to maintain System integrity and the current
level of service:

I-a. Maintaim Carrent Functionality

DIV will maintain the System functions m place as of the cllectve date of this S1A | This
service ensures the correct operation of the System. DIT will nowify the customer that a
Systemn change or System maintenance schedules are ready ot implementation based
upon the customer's time frame and/or appropriate scheduled system downtime.

Major Functional Activities:

s  Maintain the SQL daiabasc associated 1o this application.

Syvstem Scheduled downtime:

= U'rovide at least a 24 hour notice {or scheduled or requited maintenance.
» Notify apency at least 5 working days prior o any upgrades 1o the application
or the SO databascs,
Heports:
Mol Tmetuded (N

1-b. Coniingency Management and System Recovery

DIT 15 responsible Tor providing a backup and recovery method for this application based
on the lellowing customer reguirements:
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. Backup database daily to include holidays and weckends.

I-c. Problcm Resolution

DI will provide 12 hours per day, 5 days per week downtime resolution; resolution of
data integrty problems will be comununicated by DI to the Agency if any other
deliverable will be affected.

Downtime— application is down when nursing staff is unable to enter member fab
requirements or unable to generate daily reports.

Report delivery— House Superviser (906) 226-3570 ext 317

System perfommance— operational 95% of the time.

I-d. Holiday Proccssing

DT will make changes 1o enable the System o continue with cwrent functions while
adjusting 1o the Agency holiday work schedule.

I-¢. ¥Year Chanpgces

Any changes requested or reguired to the system muast [ollow the normal development
PrOCCSS.

}-f. Change Control

Any changes requested or required to the system must follow the normal
development/change process.

2) Application Support Services

Application Development and Maintenance Services cover the entire application ifcoycle
from a total cost of ownership porspective.

This scrvice offering also addresses the opportumitly ovaluations noecssary to deade
whether or not an application development project is warramicd.

Application Supporl

2-a. Application Operations

DIT wall provide System support for the currert on line and batch operanons.
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2-b. Tlistorical Recurring Chanoes

Mot included (N/T) - Aoy changes requested or requited 1o e system must follow
the notmal development process. This may include vearly archival of data to
storage media.

3) Discretionary System Chanpes

3-a. Support for Customer Reguest

Any changes must follow the normal development process.

3-b. T'eehnology Assessment

Yearly assessment will be done in conjunction with Apency 1o cnsure application

1% using current technology

4} Other: System Services Specific to This System

4-a. Training

An operating manual will be provided at each nursing station and updaled as
appheation modifications oceur,

4-b. Data Entry Services
N/ this would melude the data enlry into databases.
4-d. System End-User Help Desk Support

‘The indtial contact 1or suppott of Ins apphication will be through assigned Agency
Scrvices persorncl.
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System Description

Infeetion Control

The purpose of this Application is to provide listing of all employees and members TH
lests. Program provides a report of all employees that haven't complied with testing, It
provides report of all Mu shots given,

System Priority

The prionity of this system as compared to other systems required for the agency to be
operational 15 defined as mediom.

1) Maintain Current Svstem

The tollowing Services are required by DIT to maintain System integrity and the current
level of service:

1-a. Maintain Current Functionality

DIT wall mamtaim the System lunctions in place as of the effective date of this SLA. This
serviee ensures the correet operation ot the Systermn. TT will notify the customer that a
System change or System mamtenance schedules are ready {or implementation based
upom The custorner™s ame Irame andfor appropriate scheduled system downme.
Major Functional Activilies:

= Muamtain the SQL datsbase associaled o this apphcanon.

System Scheduled downtime:

«  Provide at least a 24 hour notice for scheduled or required manntenance.
= Notily apeney al least 5 working days prnior to any upgrades 1o the application
or the SQL databascs.
Reporis:
Not Included [N/

I-h. Contingeney Management and System Recovery

I>[7" is responsible for providing a backup and recovery method for this application basced
on the following customer requirements:
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. Backup database daily 1o include holidavs and weckends.

1-¢. Problem Resolution

DIT will provade 12 hours per day, 5 days per week downtime resolution; resolution off
data mntegnty problems will be communicated by DIT to the Apency if any other
deliverable will be affected.

Downtime  application is down when nursing staff is unable to citer cmployee and
member data or unable to generate daily or monthly status reports.

Report dehivery - Karla Bressetie (906) 226-3570 ext 311
System perlormance  operational 95% of the time,
1-d. Holiday Processing

DIT will make changes 1o cnable the System to continue with current functions while
adjusting to the Apcncy hohday work schedule.

1-e. Year Changes

Any chanpes requested or required o the systen must 1ollow the normal development
process.

1-f. Change Contral

Any changes requested or required to the system must follow the nonmal
developmentichange process.

2) Application Support Scryvices

Application Development and Maintenance Scrvices cover the entire apphication hifeeyele
lrom a total cost of ownership perspective.

This service offering also addresses the opportunily evaluations nucessary Lo deaide
whether or not an application development project is warranted.

Application Support

2-a. Application Operations
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T will provide System support for the current on—linc and baich operations.

2-b. Mistorical Recnrring Changes

Not Included {N/T) - Any chanpes requested or required o the system must follow
the normal development process, This may include yearly archival of data to
storage media.

3) Discretionary System Changes

3-a. Support for Customer Request
Any changes must follow the normal development process.

3-b. Technology Asscssment

Yearly assessment will be done in conjunction with Agency to ensure application
15 using current technology

4) Other: System Services Specific to This System
4-a. Training

An operating manual will be provided at cach nursing station and updated as
application modifications oceur,

4-b. Drata ¥y Services
N/T this would include the data entry into databascs.
4-d. System End—User lelp Desk Support

The imtial contact for support ol this application will be through assigned Agency
Scrvices personnel.
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System Description

Finance

"'he purpese of this Application is 1o aulomate the members banking operations at the
home, Program tracks members’ imeome and expenses on a monthly basis. Tnitiates the
collection of room and board payments and tracks the actual cost ol care. Provides
monthly bank statements [or cach member, provides report of room and board payments,
and numerous other reports used in the daily operation of the home.

System Priority

The priority of this system as compared o other systems required for the apency (o he
operational is defined as high.

1} Maintain Current System

‘the following Services arc required by DI to maintain System internty and the current
level of service:

1-a. Maintain Cwrrent Functionality

DIT will maintain the System functions in place as of the effective date of this SLA. This
service ensures the correct operation of the System. DU will aotify the customer that a
System change or System maintcnance schedules are ready for implementation based
upon Lhe customer's time frame and/or appropnale scheduled system downtime.

M:jor Functional Activitics:

»  Maintain the SQL database associated o this application.

Sysiem Scheduled downtime;

= Prowvide at least a 24 hour notice lor scheduled or required maintenance.
= Motify agency at least 5 working days prior to any upgrades to (he application
or the 50)1. databases.
Reporis:
Mot Ineluded ()

1-b. Contingency Management and Syvstem Recovery
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DIT is responsible lor provading a backup and recovery method for this application based
on the following cuslomer reguirements:

» Rackup databasc daily 0 include holidays and weekends,

1-¢c. Problem Resolutipn

DIT will provade 12 hours per day, 5 days per week downtime resolution; resolution of

data micgnly problems will be communicated by DIT to the Agency if any other
dehverable will be affected,

Downtine  apphication 15 down when staff accountants arc not able W enter daily
transactions or audit members” accounts.

Repert delivery  Lynne Vengn (906) 226-3576 ¢xt 306

System performance  operational 95% of the time. Must be able 1o pont account
information by 0800 on normal duty days.

1-d. loliday Processing

DU will make changes to cnable the System to continue with current functioms while
adjusting to the Apency holiday work schedule.

{-c. Ycar Changes

Any changes requested or required 10 the system must [ollow the nomal developtnent
PTOGesEs.

1-I. Change Control

Any changes requested or required to the system tust follow the normal
devcloproentchange process.

2) Application Support Services

Application Development and Maintenance Scrvices cover the entire applicarion lifecycle
Iromn a total cost of ownership perspective.

This service offering also addresses the opportunity cvaluations necessary to decide
whether or not an application development project is warranted.

Application Support
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2-a, Application Operations

DT will provide Systern support for the current on—line and batch operations.

2-b. MNistorical Recurring Changes

Mot Included {N/1) - Any changes requested or required to the systern must follow
the normal development process. This may include yearly archival of data to
storage media.

3) Discretionary System Changes

3-a. Support for Cusiomer Request
Any changes must follow the normal development process.

3-h. Technology Assessment

Yearly assessment will be done in conjunction with Agency to ensurc applicalion
15 using current technology

4) Other: System Scervices Specific to This Svstem

4-a. Training

An operating manual will be provided at cach nursing station and updated as
application modi Bcations oocur.

4-b. Duata Eniry Scrvices
N/ this would inelude the data entry inte databascs.
4-d. System End—User Help Desk Support

The initial contact for support of this application will b through assigned Agency
Services porsonnel.
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System Description

Census

The purpose of this Application is 1o provide daily reports of member movements,
admissions, discharges. Provides monthily report used for billing the VA

System Priority

The pniumty of this system as compared (0 other systems reguired for the agency to be
operational 15 defined as high.

1} Maintain Current System

The tollowing Services are reguired by DIT Lo mainlain Systemn integrity and the current
level of service:

1-1. Maintain Current Functionality
DIT will mantain the System functions in place as ol the elfechive date of this LA, This
seTvice ensures the correct operation of the System. DIT wall notify the costomer that a

Syslem change or System maintenance schedules are ready lor implementation based
upen the customer's time frame andsor appropriate scheduled system downtime.

Major Functional Activitics:

s Maintain the SQ1. databasc associated 1o this applicaton.

Syvslem Scheduled downtime:

s Provide at least a 24 hour notiec for scheduled ot reguired maintenance.

= Nobfy agency at least 5 working days priot lo any upgrades to the application
or the SQI. databases.

Reporis:
Not Inchuded {N/T)
1-b. Contingency Management and System Recovery

DT is respansible for providing a backup and recovery method for this application bascd
on the following customer requirements:

. Backup database daily to inchude holidays and weckends.
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1-c. Problem Resolution

DIT will provide 12 hours per day, 5 days per week downtime resolution; resolution ol

data micenly problems will be communicated by 31T to the Apcency if any other
dcliverable will be afTeeted.

Downtime  application 1s down when nursing staff is unable to cnter member movements
ot unablc 1o penerate daly or monthly status reports

Report dehivery  Suce Feldhauser {906) 226-3376 ext 305
Svystom porformance  oporational 35% of the time,
1-d. loliday Processing

DI will make chanpes 1o cnable the Syslem to continue with current functions while
adjusting to the Apancy holiday work schedule.

I-e. Year Chanpes

Any changes requested or required 1o the systemn must [ollow the nommal development
process.

1-f. Change Control

Any changes requested or required to the svstem must follow the normal
development/change process.

2) Application Support Services

Apphcation Development and Maintenance Services cover the entire application lifeeycle
from a wal cost of ownership perspective.

This service oftering also addresses the opportunity cvaluations necessary to decide
whether or not an application developinent project 18 warranted.

Application Suppart

2-a. Application Operations

DIT will provide System support for the current om line and batch operations.
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2-h. Historical Recurring Changes

Not Included (NT) - Any chanpes requested or reguired to the system must [oliow
the normal development process. This may include yearly archival of data (o
storagse mcdia.

3) Discretionary System Changes

3-a. Support for Costomer Request

Any changes must follow the normal development process,

3-b. Technology Asscssment

Yearly asscssment will be done in conjunclion with Agency to ensurc application
is using current lechnology

4) Other: System Scrvices Specific to This System

4-a. Training

An operating manual will be provided at cach nursing station and updated as
application modifications oceur.

4-b., Data Entry Services
N/t this would include the data entry into databascs.
4-d. System End- User Help Desk Support

The imitial contact for support ol this application will be through assigned Agency
Services personnel,
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syvstem Descripfion
Appoinimenis

The purposc of this Application is 1o track clinic and doctor appointments for members of
the home. Provides daily reports te numcrous departments of appointment times and
Jocations.,

Svstem Priority

The priotity of this system as compared to other systems required lor the ageney to be
operational 1s delimed as high,

1) Maintain Current System

The followmg Services are required by DIT to maintain System integrity and the current
level of service:

I-a. Maintain Current Functionality

31T will maintain the System functions in place as of the effective date ol this §1.A. This
service ensures the correct operation of the System. DI will notify the customer that 4
System changc or Sysiem maintenance schedules are ready for implementation hased
upon the customer's tme frame and/or appropriate scheduled system downtime.

Major Functional Activitics:

¢ Maimnlmn the 5QI. databasc associaled to this application.

System Scheduled downtime:

*  Provide at least a 24 hour notice for scheduled or required maintcnance.
*  Nouly agency at least 5 working days prior to any upgrades to the application

ar the SOL dulahases,
Reports:
Not Included (N/1)

I-b. Contingency Management and System Recovery

DIT 15 responsible for providing & backup and recovery methed for this application based
on the lollowing customer requircments:

. Backup database daily to include holidays and weckends.
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1-c. Prublem Resolotion

DIT will provide 12 hours per day, 5 days per week dowatime resolution; resolution of

data inlcgmity problems will be communicated by DIT to the Apency if any olher
deliverable will be affected.

Downtimne  application is down when nursing staff 1s unabie to citer member
appoinimenls or unable to gencrate daily reports

Report delivery . House Supervisor (906) 226-3576 ext 317

System perlormanee—  must be operational 93% ol time. Must gencrate appointment
report by 0630 cach duty day.

1-d. Meoliday Processing

DIT will make chanyges 1o enable the System to continue with current fonctions while
adjusting to the Ageney holiday work schedule.

l-c. Year Changes

Any changes requested or required o the system must [ollow the nommal development
rocess.

1-I. Change Contral

Any changes requested or required w the system must follow the normal
development/change proccss.

2) Application Support Services

Apphcation Development and Mainicnance Services cover the ontire application lifecycle
fromn a Lotal cost of ownership perspective.

This service offering also addresses the opportunity evaluations necessary to decide
whuther or not an application development project is warranted.

Application Support

2-a. Application Operations

I'E will provide System support for the current on line and batch operations.
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2-b. Historical Recorring Changes

Mot Included (N/T) - Any chanpes requested or required Lo Lhe system must fol low
the normal development process. This may include yearly archival of data to
stoTape media

3) Discrctionary Sysiem Chan ves

3-a. Support for Customer Request

Any changes must follow the normal development process.

3-b. Technology Assessment

Yearly asscssment will be done in conjunction with Apency Lo ensure application

1% ustng current lechnology

4} Other: System Services Specific to This System

4-a. Training

An operating manual will be provided at each nursmg station and updated as
application modihealions oceuar.

4-b. Data Eniry Services
N/T this would include the data entry into databases,
4-d. System End User Help Desk Support

The initial contact for support vl this apphcation will be through assigned Apency
Services personncl.



Appendix B
System Description
Time Clock
‘The purposc of thus Application is electronic transfer of employee time from time clocks
to PDCDS. The proygram provides a report of cach cmployee’s time and provides catl lisls
for overtime of all umon employees,

Svstem Priority

The prierity of this sysiem as compared to other systems required for the apency to be
operational is defined as high.

1) Maintain Current System

‘The fellowing Services are required by DIT to soaintain System inteerity and the current
fevel of scrvice:

1-a. Maintain Current Functionality

DIT will maintain the Systam functions in place as of (he cifective date of this SLA. This
service ensures the correet operation of the System. DIT will notily the customer that a
System change or System mainiecnance schedules are rcady for implementation bascd
upom the customer's time frame and/or appropriate scheduled system downtinie,

Major Functional Activities:
s  Maintain the SQL database associated to this application.
Syslem Scheduled downtime:

* Provide at feast a 24 hour notice for scheduled or reguired maintenance.
*  Notify apeney at least 5 working days prior to any upgrades to the application
or the SQL databascs.
Reports:
Mot Included (N

1-b. Contingency Management and Sysicm Recovery

DIT 15 responsible for providing a backup and recovery method for this application hasad
on the Tollowing customer requircments:
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. Backup database daily to melude holidays and weekends.

l-c. Problem Resolution

DIT will provide 12 hours per day, 5 days poer week downlime resolution; resolution of
data intcgrity problems will be communicated by DIT w the Agency if any other
deliverable will be afTected.

Downtime  application ts down when supervisors arc unable Lo aceess their employees’
time clock punches or the house supervisor is unable 1o senerate an overtime list,

Report delivery  House Supervisor (906) 226-3576 cxi 317
Svstem performance  Operational 93% of time
1-d. Lloliday Processing

DT will make chanpes 1o enable the System to continuc with current lunctions while
adjusting to the Apency holiday work schedule.

1-c. Ycar Chanpes

Any changes requested or required 1o the system must follow the normal developrment
PTOCCSS.

1-f. Change Control

Any changes requested or required to the system must {ollow the normal
development/change process.

2) Application Support Services

Application Development and Maintcnance Scrvices cover the entire application lifecyele
from a total cost ol ownership perspective.

This service oftering also addresses the opportumly cvaluations necessary to decide
whother or not an application development project 1s warranted.

Application Support

2-a. Application Operations
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DIT will provide System supporl [or the current on line and hatch operations.

2-b. Historical Recurring Changes

Kot Included (N/T) - Any chanpges requested or required Lo the system must follow

the nommal development process. This may include yearly archival of data 10
slorapge media

3) Discretionary Sysiem Changes

3-a. Support for Customer Request

Any changes must follow the normal developmem process.

3-b. Technology Assessment

Ycarly asscssment will be done in conjunction with Agency 1o ensure application

is using current technology

4) Other: System Services Specific to This System

4-a. Truaining

An operating manual will be provided at cach nursing station and updated as
application modi[ications oceur,

4-b, Data Entry Services
N this would include the data entry into dulabases.
4-d. System End User Help Desk Support

The mutial contact for support of this application will be through assigned Agency
Services personnel.



State of Michigan
(Insert Agency Name Here)
Project Feasibility Document

A.  General Information

Informution to be provided in this section s general in pature and prevides the Recessary information about the arganization

of the proposed profect and profect participeanes.

Project Nume:

Conrrolling Ayency:

Preparcd by:

B. Business Problem;

Date:r
Moadification Date:

Autharized by:

Iformraiion in this section discusses the regyuay the Project Feasibitite Document Jas been created and wheat the project is intended

ter accemelish,

Cuerrent Sitvwation.

I Provide a bricl deseription of the current situation.

Factory or Pridfems:

This staternenl should be a short snyopsis of the relevant factors, or problems, being faced by the Nimeticnal arca(s). . l

freas fmpacted:

- his should be 4 bnel slalemend regarding other areas impacted.

Resafution Date:

Dilermine, as accurately as possible, a resolution dale 10 the problem. ) ) |

{C.  Approach Overview:

Fhis section is used to st elemendts that will deternrine the cotrse thar the progosed grofece will foke.

D, Potential Selutions:

Iafivmation in this seceion diveusses the potential solutions to the problem in the rofect Feasibiline Document,

Sofution 1.
Description

Resn [ZE NN A

a5t Benefit

: PuvhackiBeturn

PR A

Freect Feasibailioe Temgrlane



on dnvestment ‘
- Schedufe

anstdercdinny

iplementation l

Reusoms to
Abandon |

Sefution 2:

Description

Resources

Cam’ﬁmeﬁr

Puybuck Refun
an Imvesiment

Schedule

Implemreniation
Considerations

¢ Reasons o

Abandon

Selution 3:
- Description |

RO

| CostBencfit

Paphock/Rewrn
' ui Investment

i Sehedule

Implementoaiion
' Crniderations

Reaxemy fo

Abandon |

E.  Preliminary Recommendations;

This secritnt reviews the grelininary recommendation based upon the areay impacted by this recommendation or the aperationa

protacod.

Reconmended soliefon,

Recommonded justification:

UMD

. F'ng;'. 1

Pragperyt Feosamifie Tempmicrs



F.  Sigpaturcs:

This section i for apprenal sigmatures by the praject leom members, spoasors, stadeholders, and managemen!,

Name/Title

Signature o | Date

Keguestor

. Team Member
| who prepared plan

Team Membeor

¢ Team Member

1cam Member

DECISTON F U L [ 1
Accept Eejert On hold MNeed Clatification Mher

Techmeal
+ Approval

Name!Litle S Signature ' _ -l Date

Tiusiness
Approval _ _

Finance [
ppnwal :

FALAIT0 ' Pazc 3 Prjeet Feasilite femplute



State of Michigan
(Ensert Agency Name Here)
Project Scope Statement

Al CGeneral Information

Information 1o he provided in this seclion gives o spectfic aome to the project as well as pertinem information ahowt the
poersomited modved.

Project Nunte:

Date:
Controlling Agency: Modification Dhte:
Prepared by: Authorized by:

B.  Project Resnits'Completion Criteria

Seate what will be created in wermy of defiverables fand their characieristics) ardior what constitutes @ seecessfil phose completion.

C.  The Approach to he Used

State in smfficient detai, what tvpe of approdach will be used to mapage seope changes. State whether the profect e dene infernally
or raquelre “outside” aisisiance.

D.  Content of the Project

Befine what work is te he done. Dnchide relevent business roguirements.

E. Exclusions
Lefine what work is ned io e done, bachude refevans Business requtrements.

L
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State of Michigan
{Insert Agency Name Here)
Project Charter

A.  General Information _
Infarmation to he provided in this section gives a specific rewme to the projece as well as pertinent informagion abowe the

personnel madved.

Project Name:

Date:
Controlfing Agency: Muodification Dae:
Prepared by: Authorized hy:

B.  Projcci Purpose

This section commuaicates the purpose of the project and the charter that is befrg ostablished.

C.  Project Objective
1his section defines the obfectives of the project as they refate to e goals and obfectives of the areanization, Note, Profects are full

of wncertainiv. As such, it i advisable, as paet of this charter, fo develog an initial Fisk aysexsment @0 identify, grandify, and estahfich
Brfeaiinn resporses 1o gl fevel rish events that cowld edwersely alffect the oufcome of the project.

1 Profect will support the following vresanization strategic goals. For cach goal, project ofyectives are identiffed. The project plan
developed as a vesult of this project chorier wifl:

Develap o praject performanece maaswrement plar o megsure performanes against these obfectives.
o Provide o profect performeance report t doctiment the vesufts,

Hhe external oversight conumities stust approve the profect performance measurement pha.

[ - AgeucyGeak Project Objectives

D.  Project Scope

The level of detadl in thiy section must be sufficient to affow for detailed seope developmient in the Profect Plan. A more deieiled
description of the project seope will be developed in the Flunnirg Phase. The reader is cautioned that seope creep fodding work
withou! corvespondirg updates o cost, sehedile, and guealing mov rerder erizinal plans wrachievable. Therefare, initiod clarificarion
of seope, and adkerence to the plan throughate the project, are of the wimost impornce. Describe any applicable assumpitions and'or
eoustrmiats thet moy affect te project.

Pﬁf-‘tfﬂﬁﬁr! i:’:agu 1 Prigeese haerter Tomprare



E.  Project Authority

This sectton describes the quthorite of the individual or organization initiating the project, lmitations or initiaf checkpain? of the
arthorization, management oversight over the project, and the wathorily of the Project Manager. This profect chearier defires fwe
munagement structures  inferoal and external—to ensiov change und isswey affecting prafect completion are progerc conrrofied.

= Augthorization

This section cryures that the profect imitiufor Fas the awthorin to comnrit the appropriuic FESOUMICeN Wiklitie the arganialion,

* This Fregect Charler has been initiated by Imtiating Orgumization and authorizes the expendilure of Organization resources (o _|
L complere a first checkpuoint for the Project,

-]

«  FProject Manager

This section explicitly numes the project manager and may define his or her role and respansibilin: sver the project. TRy section alto
fisis the profect vugrages's sEHT sets and fustifies his or ker selection for this project. Depending an the [Projeci] complenities, this
section muy deseribe hont the prafect muauger will control mamix orpanizations and empdovess.

Tdennfy the Project Manaper, their expressed awthority, their skill set, and justification for why they were HI:II:I:.TE‘.I[' to lead the pmjczl

«  Oversight (Steering) Committec

fhis section describes agency manuzemen conirod over the prafect. Within the projeet, internat comtrol shotdd be exstablivhed 1o

conired the day 1o day activities of the project. The project manager shawld manaye infernal contral. Fxternal oversioht should be
_established w ensure that the organization's resources are applicd to meet the profect and orgorization s ofjoetives.

List Oversight Comunilier members and contact information, !

« (Controls

Thix secrion showld describe or refevence a process by which internod and external controls interuce. Dicerams showld be used where
_AFarte.

F.  Roles and Responsibilities

This sretion discusses the overall structire of the project organization wnd its rofes and responsibilities throughows the project phases.
Note: As an addendum 1o thiy sub-section, it mayv be advisable to develup a responyibilite matriv. The matein lavs out the magor

wetiviffes in the profect and the hey siakeholder groups. It also provides o pood example of showing crass-functional vreanizationad
fferaction.

= l'roject Organization Overview

This section doseribes ey organizations or frdividuals supporting the profect not directd wnder the autharin: of the profect munager.
A responsibility matrix may facilitate the task of vrganizing and assipring rewioce responsibilin.

Meger | " Fusctianal Roks
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Lepend:

E = responsible for cxceulion {may be shared)
A = fikal appraval far anchority

= musi he commulicd
1 — must be informed

G. Management Checkpoints

Hhiy section describes kev management checkpoing established by the initiating ageney.

Checkpoint

Evaloatien Criteria -

H. Signatures

The signatures of the people below refav an wndevstanding in the prrpose and cortent of this ducument By those sigaing i, By sigmming
this doctment Vo agree (o thiv as the fineeal Charier sigiement (o fegin work on the profect described within, ad commitmens of the

RSNy SN ORI

PN,

Name/Title

Fage &

- Signature

mtn ) ]

Fraferr Charter Tonglue




